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ABSTRACT 
 
The increasing attention to the provision of accessible, decent, safe and 
academically appropriate student housing in South Africa has led to a closer 
investigation of the nature and levels of quality in both on-campus and off-campus 
student accommodation. Nationwide, student housing management recognises that 
quality student housing is of great importance to both the quality of the higher 
education system and the success of students. In recent years, many studies in the 
field of service quality have been conducted within higher education. However, fewer 
studies have focused specifically on service quality in student housing. The purpose 
of this study was to evaluate the perceptions of students with regard to service 
quality levels in on-campus and off-campus student housing at NMMU, and to 
identify those service quality dimensions that need attention. 
 
A literature review was conducted to explore the meaning and nature of service and 
quality in student housing. It was concluded that from the different facets of service 
that quality, customer expectations, customer perception and customer satisfaction 
are important constructs in evaluating fully the levels of service quality. An amended 
SERVQUAL instrument comprising 41 items was used for students, in order to 
evaluate the service quality at on-campus and accredited off-campus student 
housing at NMMU. 
 
The results showed that there are significant differences in the service quality 
dimensions of on-campus student housing and off-campus student housing. On-
campus student housing gleaned a positive assessment for the dimensions of 
reliability, responsiveness, empathy and assurance. However, negative perceptions 
prevail with regard to on-campus infrastructural/tangible issues. The off-campus 
student housing fell short in a number of service-quality dimensions, including 
reliability, empathy, responsiveness and infrastructural/tangible issues.  
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The assurance dimension received positive assessments for both on-campus and 
off-campus student housing. 
 
The study proposes that the NMMU student housing management pay attention to 
the shortcomings and make the desired improvements. The findings of this treatise 
have practical implications for student-housing managers, as they could direct their 
resources to improving poor service dimensions, and similarly refine marketing 
strategies, so that students’ needs are met in an exceptional and satisfactory 
manner. 
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CHAPTER 1 
SCOPE OF THE STUDY 
1.1 INTRODUCTION AND BACKGROUND 
One of the first formal student housing residences was established in France towards 
the end of the seventeenth century. The establishment of a college residence at the 
University of Paris was a response by the university to provide housing to poor students 
closer to the academic facilities. The same trend was later copied by the universities of 
Oxford and Cambridge. This marked the construction of student and faculty housing in 
close proximity to the academic faculties (Rashdall, 1895).  
 
In South Africa a hall of residence is referred to as a cluster of residences grouped 
around a central, shared dining hall and a kitchen. However, as more local universities 
have moved into the self-catering model, the term is now used loosely, as new models 
of student housing have emerged. The Nelson Mandela Metropolitan University 
(NMMU) performed an elementary survey on the accommodation preferences of its 
entire student population during 2012.The survey revealed that students largely prefer 
apartment-style flats and student villages (Minne and Willemse, 2012).    
 
The growing demand for student accommodation worldwide has resulted in more 
modern initiatives in the field of student housing. These include an emphasis on 
residential learning (or ‘living-learning’) communities, more mixed and flexible housings, 
an assortment of off-campus accommodation, sustainable and green campus 
developments, greater consideration for the diversity of student housing needs, and a 
greater focus on safety and security (Department of Higher Education and Training 
(DHET), 2011). 
 
The presence of a vibrant student life, the availability of transport (shuttle services) and 
mentoring opportunities was pointed out by Minne and Willemse, as being of 
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importance (2012). Dunkel and Grimm (2003) emphasise the importance of the 
proximity of convenience stores and the option of room services for senior students. 
 
According to the NMMU student housing constitution (NMMU, 2007), the university 
residences must be a home for all registered residents where an atmosphere conducive 
to learning where the holistic development of the individual is catered for. Residences 
must be places where the needs of its diverse members are adequately catered for – 
with the provision of suitable social and educational programmes. It is also important 
that adequate facilities, security and infrastructure are provided for residential students. 
These roles of the student housing department tie in with the NMMU vision 2020 
strategic plan.  
 
This 2020 strategic plan determines strategic priorities that aim to secure the long-term 
sustainability of the institution. These strategic priorities include implementing a culture 
of learning on all campuses and residences, and addressing the infrastructural needs 
that support high-quality teaching. 
 
The NMMU on-campus accommodation facilities accommodate 12% of the total NMMU 
student population (of 26 000) as at the end of 2012. The NMMU Student housing 
provides on-campus accommodation to 3010 students, of which the majority of students 
are blacks. Many of the residences are situated in and around a nature reserve park. 
The university declared its grounds a private nature reserve in 1983 – in an attempt to 
conserve the dune fynbos, indigenous plants, wild life and the beautiful gardens that 
ensure a sense of being in the heart of nature – although surrounded by buildings.  
 
The on-campus students are largely accommodated in ten residences ranging from 
traditional long residence halls to more modern student villages that host smaller groups 
of students. Each of the ten on-campus residences hosts on average 280 students. 
These residences are managed by stay-in Residence Managers (Annexure A, post 
structure of NMMU Student housing). The first two residences were established in 1972: 
the Unitas Male Residence and the Veritas Female Residence. The students that stay 
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in the residences enjoy many benefits, including convenience, being part of a 
community that provides academic support, participation in activities that foster personal 
growth and living in an environment that is safe. 
 
 Christie, Munro and Rettig (2002) found that students that stay on campus are more 
content with the University experience and perform better academically. Students 
making use of campus accommodation are in a better position to develop their social, 
personal, planning and organising skills (Burggraaf, 1997). These students are more 
likely to persist in their studies and to attain personal and academic goals (Skahill, 
2003). 
 
Because of the lack of sufficient space on campus, 2800 students reside off campus. 
These off-campus students come largely from outside the borders of the Nelson 
Mandela Bay Municipality (NMBM) and the George Municipality areas. They depend on 
privately owned rental accommodation in Summerstrand, Humewood, Forest Hill, 
Central, North End and other parts of the cities of Port Elizabeth and George. Since 
January 2012, off-campus housing services have been managed by the Department of 
Student Housing, Living and Learning Programmes. This department is housed within 
the NMMU Student Affairs.  
 
The Department of Housing, Living and Learning Programmes consists of three 
subdivisions, namely: Residence Operations, Living and Learning Programmes, and the 
subdivision of Off-Campus and Vacation Accommodation.  These three subdivisions are 
briefly described below (Mpuru and Matiso, 2012). 
 
 The subdivision of Residence Operations is responsible for the physical 
maintenance of the buildings, rooms, facilities, safety and security of the residents 
on-campus, as well as room placement and registration.  
 
 The subdivision of Living and Learning Programmes is responsible for the 
development and care of students housed within the buildings, their behaviour, 
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interactions and their overall residential experience. The Living and Learning 
Programmes (LLP) have a strong commitment to programming within the residence 
communities. These programmes are typically planned and organised by the 
residence management with the assistance of the Residence Student Assistants 
(RSAs), the Primarium/Primaria and House Committee members.  
 
 These programmes are organized either for the entire building, or for a specific floor 
community. The students are generally guided by a Residence Life Fellow (RLF), 
who is an academic staff member, or a professional staff member in student affairs.  
 
The subdivision of Off-Campus and Vacation Accommodation (OCVA) is the 
subdivision that recommends the accreditation of properties located off campus and 
which host students. Accreditation is only granted to off-campus student housing 
facilities that are well-maintained, and which operate at standards that are comparable 
with the on-campus facilities. Annexure B represents an excerpt from the memorandum 
of agreement between NMMU and off-campus service providers.  
 
The purpose of the agreement is to make provision for transparent administrative 
processes, which ensure that accreditation is dealt with fairly and consistently, and 
provides procedures to address appeals and complaints by the service providers and/or 
students. The subdivision of Off-Campus and Vacation-Accommodation recommend 
and may place the NMMU students only in accredited facilities, which conform to the 
terms and conditions specified and laid out in the agreement.  
 
Towards the end of 2012, the OCVA registered 2800 students in off-campus 
establishments of different accommodation capacities. This type of accommodation 
ranges from private homes that provide accommodation to one student, to big 
establishments that can host up to 827 students. A total of 2200 NMMU students are 
accommodated in bigger off-campus properties (facilities with more then 10 beds) in 14 
off-campus residences in Port Elizabeth.  
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Almost all of these off-campus accredited facilities provide internet access (Wi-Fi), 
electricity that is included in the rent, transport for the students – paid by the landlords at 
R125 per student per month – if the property is further than 5 km from the campus, 
student-governance structures (RSAs, House Committees and mentors). The smaller 
properties (facilities with less than 10 beds) accommodate 600 students in the 
Summerstrand/ Humewood areas. The OCVA has appointed residence co-ordinators in 
the Summerstrand/Humewood area (one for every 150-200 students) for immediate 
attention to student problems, conflict resolution of students in off-campus facilities, and 
disciplinary management issues. 
 
The traditional formats and traditions of student housing came under scrutiny during the 
1960s when an upsurge of demand for student housing and the rights of the youth 
surfaced. This scenario forced many universities to introduce systems like Cambridge 
University’s “licensed lodgings”, to provide bed-and-breakfast services to students 
(Hughes and Davis, 2002). The conservative traditions of authority imposed in formal 
halls of residence were increasingly seen as inappropriate and outdated (Macintyre, 
2003).  
 
This era of higher education has also seen students becoming more demanding of the 
type and quality of accommodation they expect. The universities themselves began to 
put more emphasis on accommodation as a key marketing point in their advertising to 
attract prospective students. As a result, new universities that were established during 
this time tended to follow “one of three models: non-collegiate dormitory residences, 
small-scale residences with shared facilities, or reliance on the private housing market 
in the surrounding areas” (Macintyre, 2003).  
 
1.2 THE LITERATURE REVIEW 
 
According to (Sebokedi, 2009), universities are viewed positively when quality services 
are rendered. By rendering quality services to students, the university gleans a positive 
assessment. The implication of this statement is that university employees must fully 
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understand what quality service to students entails. This study intends to evaluate the 
service quality levels at the NMMU – in both on- and off-campus student housing. 
 
The need for student accommodation in higher education recently has increased with a 
big appetite for facilities that are boasting modern futures (Najib and Yusof, 2009; 
Khozaei et al., 2010). Modern campus housing has become crucial in the provision of 
students’ housing needs (Najib and Yusof, 2009).  
 
There is numerous research that highlights the aspects that affect student satisfaction 
levels with their campus housing. The basic necessities of campus housing comprise of 
kitchens, study lounges and living and learning spaces that offer an opportunity to 
socialise (Koch et al. 1999 and Olujimi and Bello, 2009).Globally students regard 
interconnectivity or Wi-Fi availability as essential (Schenke, 2008). Torres-Antonini and 
Park (2008) highlight communal facilities such as laundry rooms, kitchens, study rooms 
and television rooms. They also specify the need for carpets and air-conditioning in 
these rooms.  
 
Abramson (2009) cites that additional facilities, such as ATM machines, parking lots, 
mini-markets, bookstores and cafeterias should also be catered for in modern student 
housing. The presence of these additional student-housing amenities contributes 
towards a better residential experience (Torres-Antonini and Park, 2008; Abramson, 
2009; Khozaei et al., 2010).  
 
Poor performance among service-associated industries often stems from inadequate 
information about their own customers (Joseph, Stone and Yakhou, 2005). If firms do 
not know what their customers want in terms of service, how can they possibly design 
programmes for good service that match customer expectations? (Abouchedid and 
Nasser, 2002:198). Shanahan and Gerber (2004:166) state that if one endeavours to 
create, assure or improve quality, one must first accept that quality is important. If one 
agrees with this sentiment, then the next necessity is for some appreciation of the 
concept of quality. 
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Dabholkar and Overby (2005:10-27) provide detailed information on customer 
satisfaction, as a result of service quality. According to Holmes, Jenicke and Kulmar 
(2008, 453-462) as time progressed an increased customer demand for better quality 
products or services have been observed. Globally companies have responded by 
introducing an array of techniques to full fill the needs of the customer. A popular 
approach employed within higher education institutions across the globe to evaluate 
and improve service quality is SERVQUAL (Joseph and Joseph, 1997; Tan and Kek, 
2004). In a few studies SERVQUAL have also been used in accommodation (Getty and 
Getty, 2003; Juwaheer and Ross, 2003; Saleh and Ryan, 1991). 
 
 According to Joseph and Joseph (1997), the notion that most consumers enter a 
service encounter with expectations that is formed on the basis of their knowledge and 
experience with the service. This forms the basis of SERVQUAL. Zeithaml, 
Parasuraman and Berry (1990:20) are of the opinion that service quality is the 
discrepancy between customers’ expectations and their perceptions of the service 
delivered. By meeting or exceeding what customers expect from the service constitutes 
good service quality. 
 
Kang, James and Alexandris (2002) view the SERVQUAL model as being efficient in 
helping an organisation shape up their efforts in bridging the gap between the expected 
and the experienced service levels.  Kang et al. (2002) argue that the SERVQUAL 
measuring tool remains the most complete attempt to frame and measure service 
quality. They argue that the instrument is well proven and widely recognised.  
 
Furthermore, these authors suggest that the instrument could enable organisations to 
achieve the following:   
 Identify and understand where service gaps exist within the organisation and 
between the organisation and its customers; 
 Prioritise those gaps in terms of their relative impact on the quality of service; 
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 Identify the reasons for the existence of those gaps; 
 Develop a programme of activities to close those gaps; and 
 Implement an appropriate set of processes to continuously review and refine the 
quality of customer services. 
 
According to (Gray, 2008), the service quality concept emerged out of the need for a 
concept which describes how customers perceived the quality of a service, with 
particular reference to the service industry. It was believed that once the service 
providers knew how customers evaluated the quality of their service, they would be in a 
better position to not only improve these evaluations in the desired direction, but also to 
relate the service to customer benefits. 
 
This study will be based on the research done by Parasuraman et al. (1988). This study 
links service quality to the customer’s judgment of the overall excellence or quality of 
the service. Gray (2008) is of the opinion that customer satisfaction and service quality 
is not the same. Gray argues that service quality is an overall judgement that is formed 
over a period of time. It is incidents of satisfaction over time that give rise to perceptions 
of the service quality. 
 
The perception of service quality by consumers refers to a comparison of customer 
expectations of a particular service provider with customer perceptions of its actual 
performance. Furthermore, it is only the customer who can be the judge of service 
quality, irrespective of the service provider. Previous research found that customers 
used the same general criteria to arrive at an evaluative judgment about service quality, 
regardless of the type of service (Gray, 2008). 
 
This study will be based on five of the ten service-quality dimensions, as deduced by 
(Parasuraman et al., 1985), namely: tangibles, reliability, responsiveness, assurance 
and empathy. Previous studies of quality in educational settings made reference to 
overall service quality (Ford, Joseph and Joseph, 1999; Lagrosen, Seyyed-Hashemi 
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and Leitner, 2004), teaching quality (Li and Kaye, 1998; Zhao, 2003). Satoh, Nagata, 
Kytömäki and Gerrard (2005) reported on quality in libraries. According to Radder & 
Han (2009) research related to service quality in residences has received little attention 
within tertiary education. Research that linked service quality to student accommodation 
could be located in the work of Burggraaf, 1997; Christie, Munro and Rettig, 2002 and 
Price, Matzdorf, Smith, Agahi, 2003.  
 
Previous research conducted at NMMU student housing addressed only four service-
quality dimensions. This focused only on on-campus residences (Radder, 2009). 
Student housing at NMMU has evolved since 2009, and has been marked by 
restructuring. A result of the restructuring process has been the appointment of more 
residence staff – in an attempt to improve service quality levels at NMMU residences. 
Student housing management has also taken the responsibility to accredit and manage 
off-campus accommodation and to ensure improved service quality to students of the 
NMMU.    
 
Residence life is a unique student experience associated with special benefits. Students 
who reside on campus generally perform better than those who do not (Christie et al., 
2002); they are generally better able to develop their social and personal, planning and 
organising skills (Burggraaf, 1997); and they are more likely to persist in their studies 
and attain their personal and academic goals (Skahill, 2003). 
 
Consequently, for an organisation to provide high quality service, it needs a profound 
understanding of the needs, wants, and expectations of the customers, as well as an 
understanding of just who the customer is. Finally, it is only the customer (student) that 
can be the judge of service quality, irrespective of the service provider. Without this 
knowledge, the Student Housing Department cannot deliver service that is of high 
quality to students (Sebokedi, 2009). 
 
 
 
10 
 
 
1.3 THE PROBLEM STATEMENT 
 
According to (DHET, 2011) a large number of students, especially those who study at 
historically black institution, are staying under bad conditions that are an impediment to 
their academic progress. Student accommodation in the higher education system of 
South Africa should be accessible, decent, safe and academically conducive. The 
fostering of such conditions is essential to provide support to students on their 
education journey. The country has previously witnessed student boycotts and protests 
that emanated from overcrowding and the poor conditions in student residences. These 
conditions were also witnessed by the Minister of Higher Education and Training, Dr 
Blade Nzimande, while visiting universities in the South Africa. It was against this 
background that the minister commissioned the Ministerial Committee for the Review of 
Student Housing at South African Universities during 2010 to investigate the extent and 
nature of student housing, and the conditions under which students live in residences.  
 
During recent years the demand for campus housing has escalated and has put 
campus student housing under severe pressure. Student housing management 
nationwide reported on the deterioration of the current infrastructure, incidences of 
‘squatting’ and an increase in the backlog of beds and maintenance. The shortages of 
on campus student housing necessitated students to take up accommodation in off – 
campus housing which is closer to university. Many of the off-campus student 
accommodation are not regulated by the university and often render poor services to 
students. The University management is viewed in a bad light when a situation is 
allowed where students are hosted under squalid conditions. 
 
With the advent of new democracy in South Africa, the aspect of economic liberation 
has surfaced prominently. The country is known for its discrepancy between the poor 
and the rich and can be regarded as one of the most economically uneven countries in 
the world. The sharp increases in universities enrolments have given rise to a potentially 
explosive situation within national campus student accommodation (DHET, 2011). 
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The Vice Chancellor of the University of the Western Cape expressed the severity of the 
dilemma faced at several universities: 
“The scale of the problem is desperate. We [UWC] have thrown open the doors 
of learning for nineteen thousand students, but we only have place for three 
thousand two hundred. Local landlords demand high rentals, but NSFAS funding 
is totally inadequate; and this accommodation is often appalling. We can’t have 
any campus programmes after four in the afternoon because of the dangers our 
students, many of whom are from the poorest of the poor communities of 
Khayelitsha and beyond, face while travelling. The nearest cinema is fifteen 
kilometres from campus. The past continues to linger with us (Professor Brian 
O’Connell) DHET, 2011).” 
This view was echoed by both university and student leadership from most universities 
in South Africa. The view of the NMMU is that the university needs to significantly 
increase the proportion of learners (especially first-time entering learners) with access 
to on-campus accommodation. This will ensure that focused academic support can be 
provided – both within and beyond the classroom – in an effort to improve student 
success rates.  Expanded capacity for additional new on-campus accommodation would 
assist in ensuring that students are accommodated in modern living and learning 
environments conducive to their academic success (NMMU, 2007).   
However, it should also be borne in mind that a significant proportion of NMMU students 
(87%) reside in off-campus accommodation. Therefore, they do not benefit from the 
university’s investment in the residences.  For this reason, it is important to ensure that 
strategic interventions aimed at improving student success are not limited to the 
residences, and that the concept of campus learning communities be implemented on a 
broader scale – to include those students who are not living in the residences. This 
would contribute to a vibrant, multi-cultural student life on campus, where spaces and 
opportunities are created to encourage students and staff from different backgrounds to 
interact with each other beyond the classroom – around themes that are being 
addressed in the curriculum. NMMU are also piloting the development of living and 
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learning communities (LLCs) for off-campus students in selected areas in the Metro. 
This will necessitate additional off-campus study spaces, possibly in partnership with 
FET colleges and public libraries (NMMU, 2007). 
According to the DHET (2011), the quality of student residences and of services related 
to student housing is of great concern. Little research has been done in South Africa in 
this field. Earlier research by Radder and Han (2009) of 430 NMMU residential students 
residing in on-campus student housing found that across four dimensions with regard to 
the service quality of the residences – interaction, empathy, general amenities and room 
amenities – students believed that the service quality of on-campus residences was 
relatively low.  
Students were least satisfied with their room amenities (being particularly concerned 
with bathroom facilities and the lack of soundproofing between rooms) and most 
satisfied with general amenities (mainly parking). With regard to interaction, residence 
managers were viewed as being low on reliability (service providers who failed to keep 
their promises); and in terms of empathy, it was felt that service staff did not sufficiently 
understand students’ specific needs (Radder & Han, 2009:115). Independently, a small 
study on the quality of the student housing registration and placement process at Cape 
Peninsula University of Technology (CPUT) also found inefficiencies and delays, a lack 
of inter-departmental communication and a “lack of monitoring, planning, and the 
absence of quality control points” (Sebokedi, 2009:12).  
For an organisation to provide high quality service, it needs a profound understanding of 
the needs, wants, and expectations of the customers, and an understanding of just who 
the customer is. Without that knowledge the Student Housing Department cannot 
deliver service that is of a high quality to their customers (Sebokedi 2009).Hence this 
study aims to evaluate the quality of on- and off-campus student housing at the NMMU 
– based on students’ expectations and perceptions – in an attempt to provide 
recommendations to improve service quality at the Nelson Mandela Metropolitan 
University (NMMU) in the area of on- and off-campus student housing. 
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1.4 THE RESEARCH OBJECTIVE 
 
The purpose of this study is to improve service quality levels of both on-campus and off-
campus student housing at NMMU. The main research question that the study seeks to 
address is: 
 
How can service quality be improved at NMMU student housing (on- and off- 
campus student accommodation)? 
 
To address the main problem, the following secondary objectives/questions were 
identified: 
 
1. What are the most important service quality dimensions relevant to effective and 
efficient quality service provision at Student Housing at the NMMU? 
 
2. What are students’ perceptions of the service rendered by on- and off-campus 
Student Housing at the NMMU?  
 
3. Which service dimension needs improvement at Student Housing at the NMMU, in 
order to improve service quality?  
 
  
1.5 THE RESEARCH DESIGN 
 
According to Saunders, Lewis and Tornhill (2009), the research design represents the 
overall plan of the study. The research design contains clear objectives, derived from 
the research question; and it specifies the sources from which the researcher intends to 
collect the data. 
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1.5.1 The research design objectives 
 
The following research design objectives will be pursued in this study: 
 The researcher will conduct a literature review on the nature, the benefits, and the 
application of service quality in higher education in on- and off-campus student 
housing. 
 Based on the literature review, a measuring instrument or questionnaire, which will 
be used to collect the primary data that evaluate the service-quality levels at the 
NMMU in both on- and off-campus student housing will be constructed. 
 A pilot study consisting of ten senior residents, to test and improve the questionnaire 
will be conducted. 
 The researcher will finalise the questionnaire, and approach the NMMU Ethics 
Committee to obtain ethical clearance for the questionnaire. 
 The data-collection process will be accomplished by distributing the questionnaires 
to a sample of at least 1800 respondents in both on- and off- campus 
accommodation (1000 on-campus and 800 off-campuses). 
 The data will then be captured on an Excel computer software program. 
 The analysis will be done with the aid of the STATISTICA computer software 
program and a statistics expert. 
 The researcher will interpret the findings and draw conclusions. 
 Recommendations to the student-housing management of NMMU – on ways of 
improving service quality in both on- and off-campus accommodation will be given. 
 
1.5.2 The research paradigm 
 
According to Maylor and Blackmon (2005), the research paradigm refers to the 
development of those scientific practices that are grounded on people’s philosophies 
and assumptions about the world and the nature of knowledge. The research paradigms 
propose a framework that includes an accepted set of theories, methods and ways of 
defining the data.  
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According to Babbie (2004:34), paradigms are fundamental models or frames-of-
reference, which we use to organise our observations and reasoning. Holloway and 
Wheeler (2002:6) state that the research paradigm is the way one thinks about 
research, how one collects and analyses the data, and the way in which one writes the 
dissertation. Collis and Hussey (2003) discuss two main paradigms associated with 
research, namely: the phenomenological and the positivistic paradigms. 
 
The qualitative paradigm is concerned with qualities and non-numerical characteristics; 
while a quantitative paradigm is all about the data collected in a numerical form. A 
phenomenological paradigm tends to produce qualitative data; while, a positivistic 
paradigm tends to produce quantitative data (Collis & Hussey, 2003). 
 
A quantitative approach involves collecting and analysing numerical data and applying 
statistical tests. Quantitative research is the precise count of some behaviour, 
knowledge, opinion or attitude and therefore, in quantitative research, the concepts are 
converted into operational definitions, and the results appear in numerical form, and are 
eventually reported in terms of statistical concepts (Cooper and Schindler, 2006:716). 
 
This study employs predominantly a positivistic paradigm. The research project will 
follow a quantitative paradigm because of the nature of the problem statement, which 
requires the researcher to measure the levels of service quality at both NMMU on- and 
off-campus student housing facilities. The main advantage of a quantitative approach to 
data collection is the relative ease and speed with which the data can be collected.  
In this paradigm, it is possible to use large samples; while in a qualitative paradigm the 
sample size may be small (Collis and Hussey 2003:13). Therefore, to realise the 
objectives of the study, a quantitative approach, which is objective in nature and 
concentrates on measuring phenomena, is preferable for this treatise.  
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1.6 THE SAMPLE METHOD 
 
A sampling plan represents the collection of persons that will be surveyed; a course of 
action that consists of the required decisions; and the targeted group or population. The 
number of people that will be sampled is known as the sample size. The specific 
procedure as to how to choose the respondents is known as the sampling procedure 
(Kotler, 1997:27). The sampling unit represents the target population that will be 
sampled. The population that has been targeted in this study is all the registered 
students of on-campus and off-campus student housing.  
 
There are currently 3010 registered students in on-campus residences, and 2800 
students in off-campus student housing. The target sample size is 1800 students 
consisting of 1000 students from on-campus and 800 students from off-campus student 
housing. The targeted sample size of 1800 represents more than 30% of the registered 
student population. According to Kotler (1997:28), a larger sample size would have 
guaranteed more reliable results; however, it is not necessary or possible to sample the 
entire target population, or even a substantial portion thereof, as it is too large and 
would be impractical (See Annexure C: questionnaire-covering letter). 
 
 Silverman (2000:102) states that the objective of sampling is to study a representative 
subset of a specifically defined population, in order to draw some generalisations on the 
entire population. This study will make use of the non-probability sampling technique 
that is also known as convenience sampling. The population will represent all of the 
students currently registered at NMMU in on- and off-campus residences. The 
researcher chose convenience sampling because he works at NMMU student housing, 
and can easily access the respondents, provided permission is granted from the director 
of student housing. (See Annexure D, request for permission to conduct research at 
Student Housing, Nelson Mandela Metropolitan University) 
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1.7 THE DATA-COLLECTION INSTRUMENT 
 
The data-collection method used in the survey falls within the context of a survey 
method described by Collis and Hussey (2003), as: “A sample of subjects being drawn 
from a population and studied to make inferences about the [entire] population.” 
Questionnaires fall within the broader definition of “survey research‟ or a “descriptive 
survey‟.  
 
A questionnaire consists of a list of questions compiled to elicit reliable responses from 
a chosen sample – with the aim to determine what the participants do, think or feel 
Collis and Hussey (2003). The questionnaire for this study is designed to gain insight 
into the service-quality perceptions and expectations of students at the NMMU in both 
on- and off-campus accommodation. 
 
The questionnaire that will be used consists of two sections, sections A and B. Section A 
will measure service quality; while section B deals with the biographical data of the 
students. To measure the relative importance of the different service quality dimensions, 
the students will be asked to evaluate, on a 5-point Likert-type scale, the importance of 
42 revised items of SERVQUAL, as given by Parasuraman et al. (1988). The questions 
are aimed at the evaluating the service-quality levels at NMMU student housing.  
 
The 5-point Likert-type scale ranges from ‘Strongly Disagree’ to ‘Strongly Agree’. The 
SERVQUAL instrument employs only five service-quality dimensions. These five 
dimensions are representative of the original ten dimensions (Parasuraman et al., 1988, 
24). The following five dominant service-quality dimensions will be evaluated in this 
study, as suggested by Zeithaml et al. (1990:26) and that are also relevant to NMMU 
student housing: 
 Reliability  
 Responsiveness  
 Empathy  
 Assurance   
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 Tangibles  
 
The questionnaire has been chosen to gather data from students because it is self-
administered and provides a simple way of collecting the data.  A pilot study will be 
undertaken to ensure that the questionnaire is clear and easy to understand. Ten senior 
students of on-campus student housing and five students from off-campus student 
housing will be part of the pilot study. The questionnaire will be distributed to all offices 
of the ten on-campus residence managers. Students will be invited to collect the 
questionnaires from their residence managers, and return them, once completed.  
 
The NMMU student housing department has appointed 14 Residence co-ordinators for 
every 150 to 200 registered off-campus students. The residence co-ordinators are 
responsible for a number of student-housing functions, including providing immediate 
attention to student/land-lord problems, conflict resolutions of students in off-campus 
facilities, and general discipline management. Off-campus student housing students will 
be invited to collect the questionnaires from their residence co-ordinators and return 
them, once completed. Anonymity and confidentiality will be strictly guaranteed.  Follow-
ups will be conducted, to ensure a good response rate. 
 
Polit and Hungler (1993) maintain that the Likert scale is an effective method for 
obtaining consistent survey responses. It allows the participants to provide feedback 
that is slightly more expansive than is a simple close-ended question, but also much 
easier to quantify than a completely open-ended response. According to Remenyi, 
Money and Twite (1995:224), interval scales facilitate meaningful statistics when 
calculating means, standard deviation and Pearson correlation coefficients. The 
proposed measuring instruments are illustrated in Annexure E. 
 
The researcher will undertake a pilot study, to ensure that the questionnaire is easy to 
understand – in an effort to improve the validity and reliability of the study. For the 
purpose of the pilot study, residents will be randomly selected and requested to 
complete the questionnaire. Questions deemed unclear or ambiguous will be refined to 
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ensure clarity. For this study, only the primary data will be sourced, thus increasing the 
validity of the study. The researcher will make use of the Cronbach’s alpha reliability 
coefficient in this study to assess the reliability of the measuring instrument. Reliability is 
concerned with the credibility of the research findings and can be tied to the method of 
data collection and the research measuring instrument (Collis and Hussey, 2003).  
 
Quantitative data collected from the completed questionnaires will be captured on 
Microsoft Excel, and analysed by making use of the STATISTICA version 10 computer 
program. The findings from the empirical study will be integrated with the theoretical 
perspective gained from the literature review. This will form the basis for drawing 
conclusions and providing recommendations on how to improve service quality at 
NMMU student housing.  
 
1.8 ASSUMPTIONS 
 
According to Leedy (1997:60), assumptions are basic. Without them, the research 
problem itself could not exist. Assumptions are what the researcher takes for granted. If 
the reader knows the assumptions, it is easier to understand and evaluate the 
conclusions. 
 
Based on experience in student housing, the author is of the opinion that certain quality 
determinants would improve the level of service at NMMU student housing. It is also 
assumed that the applicability of service-quality determinants would differ between on-
campus student housing and off-campus student housing, but would have the same 
influence on the level of service quality. 
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1.9 OUTLINE OF THE STUDY 
 
This treatise consists of five chapters. 
 
CHAPTER 1: SCOPE OF THE STUDY 
Chapter 1 provides details on the scope of the study, the problem statement, the 
objective of the study, and the research methodology. 
 
CHAPTER 2: AN OVERVIEW OF SERVICE QUALITY 
 Chapter 2 focuses on the nature, importance, and the benefits of the service-quality 
concept in relation to student housing services. 
 
CHAPTER 3: RESEARCH METHODOLOGY 
Chapter 3 gives an account of the research methodology, and describes the research 
design and methodology that will be used in the study.  
 
CHAPTER 4: FINDINGS OF THE EMPIRICAL RESEARCH 
Chapter 4 comprises the analysis of the biographical data of the respondents and the 
interpretation of the empirical results. 
 
CHAPTER 5: SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
Chapter 5 summarises the main findings of the study, and concludes with 
recommendations based on these conclusions. 
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CHAPTER 2 
AN OVERVIEW OF SERVICE QUALITY  
 
2.1 INTRODUCTION 
 
Chapter one introduced the scope of the study, the problem statement, the objective of 
the study, and the research methodology.  
 
This chapter discusses the various aspects of service quality.  Firstly, it explores the 
concepts of “services” and “quality” separately – before making sense of the holistic 
concept of service quality.  Secondly, it reflects on literature related to service quality in 
Higher Education (HE), and student housing in South Africa. Service quality has 
become a critical issue in both the public and private sectors (Zahari, Yusoff and Ismail, 
2008). In business and service industries, service quality is considered to be as a critical 
dimension of competitiveness in business (Lewis, 1989). 
 
It is argued that companies would be more profitable if they treated their customers 
veraciously, made them feel comfortable in the environment and gave them the distinct 
impression that the company value their patronage (Tschohl and Franzmeier, 1991). 
The fast growth and rivalry of services, in both developed and developing countries, has 
made it important for business to measure and evaluate the quality of service 
encounters (Brown and Bitner, 2007). 
 
Ziiethaml and Bitner (1996) explain that the perceived service quality is a component of 
customer satisfaction on the one hand and a focused assessment that echoes the 
perception of the customer with regards to the five explicit measurements of service 
quality on the other hand. Service Managers needs a pure understanding of the nature 
of service quality and what it actually means. 
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2.2 THE SERVICES CONCEPT 
 
2.2.1 The meaning of services 
  
According to Zeithaml and Bitner (1996:18), inherent differences exist between goods 
and services, which result in unique management challenges for service businesses 
and for manufacturers wherein services are the core offering. The World Trade 
Organisation (2010) suggests two noticeable reasons why service businesses deserve 
special attention. The first reason is the sheer size and growth of the service sector in a 
modern economy. A second reason is that services are also the fastest growing part of 
the international trade, accounting for 20% of total world exports. 
 
Excellent service is not about giving everything to everyone. Essentially, delivering 
excellent services is about delighting and exceeding customer’s expectations (Butcher 
and Pereira, 2001).Excellent service quality is a critical element of any business 
enterprise that enhances customer satisfaction. 
 
Since the advent of the new democracy the student housing division has emerged as 
one of the highly needed service industries in South Africa (Chambati and Fatoki, 
2011).For the student-housing management of universities in South Africa to be able to 
deliver unsurpassed lodging experiences to the students, they need to understand the 
nature of such services. 
 
2.2.2 Services’ characteristics 
 
Doyle (2002) suggests that a service can be regarded as the intangible equivalent of an 
economic good. Goods are objects, devices or things; services, on the other hand, are 
deeds, efforts or performances. Services provide basis for economic activities that 
typically produce an intangible product (such as education, entertainment, lodging, 
government, financial and health services), and predominately makes up the tertiary 
sector of the economy. 
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Unique differences exist between goods and services. Kotler, Hayes and Bloom (2002) 
distinguish services from physical goods on the basis of four characteristics: intangibility, 
inseparability, variability and perishability. These four characteristics are discussed 
below.  
 
Intangibility – Contrary to the case of physical goods, services cannot be touched or 
sensed in the same way as a physical good. Service do not enjoy patent protection; and 
hence, they can easily be copied by competitors (Kotler et al., 2002)  
 
Inseparability – This conspicuous character reflects the real-time experience. It reflects 
the interconnectedness of the service provider and the customer receiving the service, 
as well as between other customers sharing the service experience. Kotler et al. (2002) 
explain that the customer is part of the production of the service, since service 
production and consumption take place simultaneously.   
 
Variability (Heterogeneity) – This phenomenon reflects the inconsistency from one 
service character to the next. The character of variability makes standardisation of 
services difficult. The standard of service can therefore fluctuate over time (Kotler et al., 
2002). Ziethaml and Bitner (2003) argue that because the action of services 
predominantly involves people, services cannot be homogenous in a similar manner as 
in the case of goods. 
 
Perishability – This denotes the fact that services cannot be stored for purposes of use 
or sale at a later stage. Therefore, services cannot be saved; their unused capacity 
cannot be reserved, and they cannot be inventoried. It is vital that service providers pay 
careful attention to the demand of a service to ensure a more uniform distribution of 
services. One way of overcoming the dilemma of fluctuations in service demand is the 
careful planning by service providers (Kotler et al., 2002).  
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The department of student housing within a tertiary institution, for example, cannot 
leave rooms in 2013 unoccupied – with the intention of using them only in 2014. 
 
2.2.3 The meaning of services in student housing 
 
Literature proposes numerous service-classification schemes (e.g. Bitner, 1992; 
Schmenner, 1986; Silvestro, Fitzgerald and Johnston, 1992). Radder and Han (2008) 
refer to Schmenner’s classification as a a classification matrix of service industry firms 
based on the characteristics of the individual firm's service processes. The authors state 
that in the context of Schmenner’s classification, a University is a mass services 
organisation (low interaction and customization with high labour intensity). The 
introduction of living and learning programmes have seen student housing in the last 
decade evolve from being a service-factory organisation (with a low degree of labour 
intensity and a low degree of interaction and customization) to a mass service 
organisation that requires a high labour intensity level. 
 
Deming (1982) indicates that most customers express their opinion based on what they 
observe. They are either disappointed or delighted, or are on some point on the 
continuum in between these two.  As a result, to deliver a high quality of service to 
students, universities must manage every aspect of the student’s interaction with all of 
their service offerings – and in particular, those involving its people. Services are 
delivered to people by people; and the moment of truth can make or break the image of 
a university (Banwet and Datta, 2003)  
 
Student housing in South Africa offers an array of services to students that include 
facilities such as bathrooms, TV rooms, security, maintenance, cleaning service, 
catering and living and learning programmes (as discussed in Chapter one). Service 
provision forms a key indicator of customer perception in what the service enterprise 
can offer (Chambati and Fatoki, 2011). Research in South Africa, with reference to 
customer satisfaction, relationship marketing and customer loyalty has predominantly 
been slanted towards the residential property and the motor vehicle industry. Estate 
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agents are involved in activities to guarantee consumer satisfaction; but not as much 
are done to establish actual consumer needs, thus creating a gap between actual 
consumer perception and management’s perception of the service .The authors argue 
that the most successful measures for achieving customer retention revolve around 
customers’ delight and customers’ satisfaction (Chambati and Fatoki, 2011). 
 
2.3 THE QUALITY CONCEPT 
 
2.3.1 The meaning of quality 
 
It is vital for an organisation to consistently produce products, including services that will 
meet the customers’ requirements; hence it is important to understand what quality 
entails. Customer expectations of quality differ from customer to customer; so what is 
perceived to be excellent quality in the eyes of one customer might be unacceptable in 
the eyes of another. The objective of any company should therefore be to improve the 
quality output of its service or product, so that it is acceptable to its entire customer base 
(Pieterse, 2010). 
 
Most service firms are increasingly realising the value of a customer-centred philosophy. 
Many subscribe to quality-management methodologies to help manage their 
organisations. Managers in the service sector are under increasing pressure to 
demonstrate that their services are customer-focused, and that continuous improvement 
initiatives are undertaken. Given the financial and resource constraints under which 
service organisations must manage, it remains critical that customers’ expectations and 
perceptions are understood and measured appropriately. More importantly, information 
on customer expectations and perceptions can be useful to the firm in ascertaining cost-
effective means of closing service quality gaps, and prioritizing those gaps on which to 
focus – a critical decision given the scarcity of resources (Pieterse, 2010).  
 
A number of quality pioneers can be credited with the introduction and planting of the 
seed that has shaped quality into its current form. Their contributions have resulted in 
26 
 
 
the continuous improvement and development of quality in the marketplace today 
(Pieterse: 2010).  
 
The key quality developments by some of the more prominent authors are listed in Table 
2.1 below: 
 
TABLE 2.1 
QUALITY AUTHORS AND THEIR KEY CONTRIBUTIONS 
 
Contributor Key Contributions 
Shewhart, W. A. Control charts, variance reduction 
Deming, W. E.  14 points, special versus common causes of variation 
Juran, J. M.  Quality is fitness -for-use, quality trilogy 
Feigenbaum, A.B. Quality is total field, the customer defines quality 
Crosby, P. Quality is free zero defects 
Ishikawa, K. Cause and effect diagrams, quality circles 
Taguchi, G. Taguchi loss function 
Ohno, T. and Shingo, S. Continuous improvement 
Adapted from: Pieterse (2010) 
 
From the available literature, various definitions exist for quality. Kotler (2000) further 
notes that although quality has many definitions, the literature is in accord that quality 
represent fundamentally two things. Firstly, is about meeting customers’ desires and 
secondly quality is about satisfying the needs of the customers.  According to 
Parasuraman et al (1985), quality is an exclusive and indistinct concept. Quality and its 
requirements are not easily articulated by consumers; therefore, it is also difficult to 
measure. Furthermore, it must be stressed that in a service business, the four Ps of 
marketing: Product, Place, Promotion and Price the four Ps of marketing: Product, 
Place, Promotion and Price – have no use without a Q (for quality).  
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Lovelock and Wright (1999) explain that quality is “the degree to which a service 
satisfies customers by meeting their needs, wants and expectations”. Rivalry in 
business has a distinctive influence on quality. The influence of rivalry on quality is even 
more evident when a company competes internationally. Maroun (2001:58) puts the 
emphasis on the fact that customers are becoming increasingly critical of poor quality; 
and with many competing items or services on offer, it is easy to switch loyalties to 
another supplier who can deliver to their satisfaction. The possible implication of this 
statement is that companies that neglect to deliver quality to the customer may face the 
risk of losing their customers to competitors. It is therefore crucial that firms aspire to 
consistently exceed their customers’ expectations. 
 
2.3.2 The meaning of quality in Higher Education (HE) 
 
According to Beckett and Brooks (2006), there is an indication that there have been 
several efforts to explain the scope of quality within higher education in literature. An 
analysis of popular international quality management practice by Beckett and Brooks 
(2006) revealed that various quality models exist that can be employed in industry to 
help manage quality. A number of these models have been piloted or employed within 
higher education organisations on an international scale. The Table 2.2 below 
represents a summary on how these models are applied within HE institutions: 
 
TABLE 2.2 
POPULAR QUALITY MODELS IN HE ESTABLISHMENTS 
 
Model  Description 
Total Quality Management (TQM)  
 
A comprehensive management approach, 
which requires a contribution from all the 
participants in the organisation to work 
towards long-term benefits for those involved 
and society as a whole. 
European framework for quality management Non-prescriptive framework that establishes 
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(EFQM) excellence model  
 
nine criteria (divided between enablers and 
results), suitable for any organisation to use 
to assess progress towards excellence. 
Balanced scorecard  
 
Performance/strategic management system 
which utilises four measurement 
perspectives: financial; customer; internal 
process; and learning and growth. 
Malcolm Baldridge award framework 
 
Based on a framework of performance 
excellence, which can be used by 
organisations to improve performance. 
Seven categories of criteria: leadership; 
strategic planning; customer and market 
focus; measurement, analysis, and 
knowledge-management; human- resource 
focus; process management; and results. 
ISO 9000 series  
 
International standard for generic quality-
assurance systems. Concerned with 
continuous improvement through preventive 
action. Elements are customer quality and 
regulatory requirements, and efforts are 
made to enhance customer satisfaction and 
achieve continuous improvement. 
Business process  
re-engineering  
System to enable the redesign of business 
processes, systems and structures to 
achieve improved performance. It is 
concerned with change in five components: 
strategy; processes; technology; 
organisation; and culture. 
SERVQUAL  
 
Instrument designed to measure consumer 
perceptions and expectations regarding 
quality of service in five dimensions: 
reliability; tangibles; responsiveness; 
assurance and empathy; and to identify 
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where gaps exist. 
Source: Beckett and Brooks (2006) 
 
Table 2.2 reveals that many HE institutions depend to a large extent on the quality 
models that are used within industry. HE institutions apply some of these models directly 
or customise them. The quality models listed in Table 2.2 have demonstrated its worth in 
the HE landscape. The benefits of these models are evident in the various practices of 
quality assurance and quality enhancement initiatives within higher education, although 
predominantly tied to institutional administrative functions.  
 
Across many countries the tool most frequently used in HE institutions is total quality 
management (TQM), which may be defined as:  
 
 “… a management approach of an organisation, centred on quality, based on the 
participation of all its members, and targeting sustainable achievements  by 
means of customer satisfaction and benefits to all members of the organisation, 
and to society” ( Wiklund and Edvardsson, 2003).  
 
Becket and Brooks (2006) provide the following key principles of TQM as listed below: 
 The customer defines quality, and customer satisfaction is the top priority; 
 Top management must provide the leadership in quality; 
 Quality is a strategic issue; and it requires a strategic plan; 
 Quality is the responsibility of all employees at all levels of the organisation; 
 Problems related to quality are resolve by management and employee 
collaborations; 
 Regular training and education of associates forms the foundation of the continuous 
improvement philosophy;  
 The use of statistical quality – control techniques are essential in solving quality 
problems and support continuous quality enhancement initiatives; and 
 To achieve company strategic goals, it is crucial that a company-wide focus on 
continuous improvement be emphasised. 
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The other models listed in Table 2.2 emulate Total Quality Management. They focus on 
improving those systematic business procedures that are necessary to accomplish 
quantifiable quality yields. Some examples include the balance scorecard, where the 
identification of suitable performance indicators is needed and the use of the quality 
framework for management (EFQM) where emphasis is placed on performance 
enablers and results. However SERVQUAL proved to be an exception as it is a model 
that relies entirely on the customers’ perspective in the evaluation of quality (Beckett 
and Brookes, 2006). 
 
According to Harvey and Knight (1996), the dimensions of quality in HE can be 
compartmentalised .They suggest five distinctive groups but with related facets: 
These groups are listed below and suggest that quality must reflect: 
 Exceptionality (e.g. high standards); 
 Consistency (e.g. zero defects); 
 Fitness for Purpose (e.g. fitting customer specifications); 
 Value for money (e.g. efficiency and effectiveness); 
 Transformation (e.g. an on-going process that includes empowerment and 
enhancement of customer satisfaction). 
 
Brookes and Becket (2007) list the following factors that contribute and ensure that 
TQM remains an important imperative within higher education establishments: 
 The massification of higher education; 
 A budding desire for answerability; 
 A greater demand to attend to student diversity aspects;  
 An outcry for greater flexibility when it comes to the provision of service to students;  
 The swelling intensities of rivalry nationally and globally; 
 The increasing part the HE plays in fuelling local economic development; 
 The increasing role of HE in stimulating national economic growth; and  
 The realisation that foreign students add significant value to local economies has 
heightened the need for quality assurance at higher education establishments 
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The above factors support the calls for more emphasis on quality in higher education 
institutions. These factors mandate that the issues of quality assurance and related 
process remain firmly on the higher education calendar and must be pursued with the 
necessary rigour and transparency that it deserves. Borahan and Zirati (2002) define 
quality assurance as “planned and systematic actions [deemed] necessary to provide 
adequate confidence that a product or service [would] satisfy [the] given requirements 
for quality”. 
 
A number of countries have national organisations which have the responsibility of 
managing quality assurance in HE institutions. In South Africa, for example, higher 
education institutions rely on the South African Qualifications Authority (SAQA) for 
quality assurance (RSA, 1995). The SAQA Act of 1995 (Act 58 of 1995), summarises 
quality in the following manner:   
 The combination of processes used to ensure that the degree of excellence 
specified is achieved; 
  It is a process-centred approach to ensure that an institution provides the greatest 
conceivable product or services; 
 It focuses on enhancing and improving the process that is used to create the end- 
result, rather than placing emphasis on the result itself. 
 
2.3.3 The meaning of quality in student housing 
 
There is a paucity of research on student housing in South Africa; and more generally in 
the context of a developing country (DHET: 2011). Radder and Han (2009) indicate that 
earlier research into quality in educational settings has focused predominantly on 
general service quality, teaching quality and library quality. The level and nature of 
quality within student housing as a critical non-academic feature of the higher education 
landscape has received little attention in the past. 
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According to the DHET (2011), there are also no clear and coherent regulations 
governing the provision of student housing in South Africa at all spheres of government. 
In the absence of clear regulations governing the provision of student housing in South 
Africa, in 2011 the DHET proposed some of the key quality indicators and measures on 
how current accommodation could be assessed in student housing in South Africa. 
Table 2.3 consists of the proposed key quality indicators.  
 
TABLE 2.3 
KEY QUALITY INDICATORS AND MEASURES FOR STUDENT HOUSING 
 
Quality indicator  Measure Current situation 
Adequate space to live, 
store possessions or 
books and study. 
Room size. There are vast differences. The range is between 6 and 28 
square metres. Average space is 9 sq metres for a single 
and 13.3 metres for a double room. Many students live in 
below average space. 6-7 metres of space is quite common 
but would seem to be inadequate, especially where the room 
is also used for storage and/or preparation of food and not 
just for studying and sleeping. 
Access to shared 
facilities. 
Laundries; 
bathrooms; sitting 
areas; ICT; TV and 
games rooms. 
There are vast differences. In many of the less-resourced 
universities, not only are rooms very small, but the problem 
is aggravated by limited and poorly maintained shared 
spaces, including inadequate numbers of working toilets, 
bathrooms and shared sitting areas. 
Students eating regular 
meals. 
Nutritious meals 
provided on campus 
or in residences. 
There is a major problem of hunger. 40% of campuses do 
not have canteens providing meals; only 19% have both a 
canteen and self-catering facilities; much of the self-catering 
arrangements are sub-standard (lacking fridges and space to 
cook and store food). 
A safe and secure 
environment. 
 
Relevant safety 
measures. 
All universities are experiencing crime. In some, good 
strategies are in place, and the problem is being contained, 
but in others the problem is seen as being out of control. 
Many residences are not safe places to live and study. 
Disability access.  
 
Barriers to people 
with disabilities 
removed. 
There is very little evidence of efforts to make residences 
accessible to people with disabilities. There are few 
residences with access to wheelchairs, user-friendly toilets 
and bathrooms. Limited use is made of ICT to provide 
support and assistance. 
Well-maintained built State of repair; time About a third of universities have well - staffed and managed 
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environment. 
 
taken to attend to 
repairs. 
maintenance arrangements. However, on the majority of 
campuses the existing housing stock is being poorly 
managed and maintained. 
Responsive 
management in 
residences. 
Availability and 
responsiveness of 
staff. 
There are vast differences in staffing, most evident in 
the staff-student ratios. Where staffing levels are adequate 
and staff is well-remunerated and supported, services are 
good; but on a majority of campuses, management 
arrangements and staffing levels are inadequate. 
Students engaged in 
improving their living 
conditions. 
 
Effective 
representative 
structures 
It is evident that where there is good management, there are 
also effective structures for students to engage with 
management. On many campuses, formal structures exist, 
but they have limited impact. 
Student support in 
place. 
 
Mentors, counsellors, 
house parents and 
wardens providing 
support. 
Students are supported by structures across the university 
system, and it is difficult to separate out the support that is 
needed in residences. However, there are vast differences in 
approach to student-support services: both in terms of 
academic and social aspects of student life. Many poorly 
accommodated students are also not receiving the support 
they need. 
Source: DHET (2011) 
 
Student-housing management in South Africa is currently faces an unpleasant 
predicament. There is a great deal of tension playing itself out in relation to balancing 
quantity and quality. The encumbrance of increased enrolments is producing a focus on 
the numbers of beds, while the quality of much existing accommodation leaves a great 
deal to be desired. Increasing the number of beds would increase the work required to 
maintain standards – for example, more staff and more maintenance would be needed; 
and all management challenges would expand. In efforts to maximise access and 
opportunity, there is a danger of compromising on quality to the extent that the resulting 
accommodation is neither fit for use, nor cost-effective (such that maintenance costs 
become disproportionately high) (DHET, 2011).  
 
From the above discussion, it may be deduced that an examination of what is meant by 
quality in student housing is critical. An understanding of quality could arguably enable a 
comprehensive approach to quality management that would assure quality, and at the 
same time allow change and innovation in student housing.  
34 
 
 
2.4 THE SERVICE-QUALITY CONCEPT 
 
2.4.1 The meaning of service quality  
 
According to Gray (2008), the service quality paradigm emanated from the need for a 
concept that captures how consumers perceive the quality of a service. The need for 
such a concept was particularly required in the service industry. Furthermore it was 
postulated that as soon as the enterprise knew how customers assessed their 
performance of quality, it would place the enterprise in a good position to advance the 
service to the benefit of the customer. Lewis and Booms (1983) explain that “service 
quality is a measure of how well the service level delivered matches the customer’s 
expectations”. This implies that providing quality services is complying with the 
expectations of customers on a regular basis.  
 
The most popular description of service quality arose from the seminal work of 
Parasuraman et al. (1985:43). These authors defined service quality as the global 
evaluation or attitude formed by a long-term, overall evaluation of performance. 
Customers judge the services in terms of whether the service received is equal, or 
exceeds, what has been received. Zeithaml and Bitner (2000:28) define customer 
expectations as “beliefs about a service that serve as standards against which service 
performance is judged”.  
 
In essence, expectations assist customers to envisage what should happen instead of 
what will actually happen. According to Zeithaml and Bitner (2001) customer 
perceptions entail “the subjective assessments of actual service experiences”. Gabbott 
and Hogg (1997:177) consider the perception of service quality as “the degree and 
direction of discrepancy between consumers’ perceptions and their expectations”. 
 
Harris (2000) added that a “perception is the way that people see something based on 
their experience”. What one perceives of a particular situation would be, at least slightly 
different from another persons’ view. Zeithaml and Bitner (2001) describe customer 
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perception as “the subjective assessment of actual service experiences”. This refers to 
how customers perceive services, how they assess the quality of the received service, 
are satisfied and whether they have received good value”. Therefore, customer 
perceptions of service quality also involve the notions of customer perceptions of 
quality, value and satisfaction.  
 
Zeithaml et al. (1996) explain that the meaning and determinants of service quality are 
captured within the discrepancy between customers’ expectations and their perceptions. 
The key to ensuring good service quality is meeting or exceeding what customers 
expect from the service. 
 
 2.4.2 Customer satisfaction 
 
Sureshchander (2000:48) recommends that efforts directed at the improvement of 
customer satisfaction should equally focus on enhancing customer perception of the 
total service quality levels. Padilla (1996) further points out that the foundation of 
customer satisfaction is the accumulation of customer experience during the exchange 
with the enterprise (moment of truth) and consequently, personal outcomes (Padilla: 
1996). Anton (1996) argues that organisations must be aware of the strategic value of 
customer satisfaction and the positive spinoffs it holds for the organisation. Customer 
satisfaction requires commitment from all the employees within the company. 
 
Harris (2000) express the following views with regards to the satisfaction concept: 
 Satisfaction is an emotion: it captures the real reaction to particular service 
encounter; 
 Satisfaction embodies fulfilment: it relates to the attainment of pertinent goods; and 
 Satisfaction represents a state: it refers to the level of reinforcement. 
 
Anton (1996:28) compartmentalise customer satisfaction, based on customer 
perception, into three possibilities:  
 Customer perception is better than expected; 
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 Customer perception is as expected; or  
 Customer perception is less than what is expected.  
Figure 2.1 depicts these possibilities. 
 
FIGURE 2.1 THE CUSTOMER SERVICE-PERCEPTION-SATISFACTION MODEL 
 
 
Source: Anton (1996:28) 
 
The constructs of customer satisfaction and quality prove to be key ingredients in the 
assessment of service interactions. Although certain parts in the literature suggest that 
satisfaction is a precursor to service quality, various authors maintained that “perceived 
service quality results in customer satisfaction” (Bolton: 1991; Parasuraman: 1998). 
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2.4.3 The service-quality models 
  
Service quality is a multi-dimensional construct. Over the last decade various models 
have been developed to define the service quality concept. Each of these models has 
its own strengths and weaknesses (Salazar, Costa and Rita: 2004). This study 
discusses the following three service quality models: 
 
2.4.3.1. Grönroos' perceived service - quality model 
2.4.3.2. The GAPs model of service quality 
2.4.3.3. The SERVQUAL model of service quality 
 
2.4.3.1. Grönroos' perceived service quality model 
 
The basis of this model is the customer’s comparison of expected experience against 
actual service experience. The customer evaluates the service quality as positive if the 
customer perceives the real-life experience as exceeding the expected service. 
Similarly, if during this evaluation process, the customer’s expectations are not met, the 
quality of the service would then be viewed as negative. 
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FIGURE 2.2 GRÖNROOS' PERCEIVED SERVICE QUALITY MODEL 
 
  
Source: Adapted from Rao (2007:149) 
 
Figure 2.2 illustrates that perceived service quality is the result of the consumer’s 
comparison of the expected services with the actual experience. Expectations are 
informed by a number of factors, including: market communications, image, word-of-
mouth, customer needs and customer learning. Experience results from the product of 
technical quality (what) and functional quality (how) filtered through image (who). The 
technical quality (what) part refers to what the customer receives during the service 
experience; and the functional quality (how) part refers to the process of the service 
experience.   
 
It can therefore be deduced that the perceive service quality model is about comparing 
the objective (real) and the subjective dimensions (perception) in the customer-
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enterprise exchange. It is not only about what the customer receives, but also important 
is the process of delivering the service that leads to the perceptions of service quality. 
 
2.4.3.2. The GAPs model of service quality 
 
Gray (2008) indicates that the GAPs model is arguably the best-known model of service 
quality. It also forms one of the most influential models in the literature of service quality. 
This model endeavours to point out the prominent features of the service enterprise that 
influence how quality is perceived. Additionally, the model proposes a set of 
discrepancies or gaps that exist between expectations and performance along the 
quality dimensions (Parasuraman, Zeithaml & Berry in 1985). The authors developed a 
service quality model (Figure 2.3) based on the gap analysis.  
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An illustration of how the model is applied is depicted in Figure 2.3 
 
FIGURE 2.3:  THE GAPS MODEL OF SERVICE QUALITY 
 
 
 Source: Parasuraman et al. (1985:44) 
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Seth and Deshmaukh (2005) discuss the five gaps as follows: 
 
 The first gap refers to the customer expectation-management gap. This gap deals 
with the discrepancies between managements’ perceptions of the delivered service 
quality and consumers’ expectations; 
 The second gap refers to the management perception – service quality 
specifications gap. This gaps deals with the discrepancies between managements’ 
perceptions of consumers’ expectations and the actual service quality specifications. 
It also relates to inadequate service quality standards; 
 The third gap represents service quality specifications – service delivery gap. It 
deals with the discrepancies between the service quality specifications and the 
actual services rendered. It is also known as the service-performance gap; 
 The fourth gap refers to the service delivery-external communication gap. This gap 
deals with the discrepancies between service delivery and the accompanied 
communications to the customers pertaining service delivery; and 
 Lastly the fifth gap refers to the expected service-perceived service gap. The fifth 
gap deals with the discrepancies between the customers’ expectations and 
perceived service. Gap five relies on the magnitude and direction of the previous 
four gaps associated with the delivery of service quality on the side of the enterprise. 
 
Rao (2007:187) argues that each gap exists as a result of the inconsistencies and 
deficiencies in the quality-management process. If these gaps are left unattended, they 
could considerably threaten the achievement of a satisfactory level of service quality. In 
essence, the first four gaps contribute to the essential gap, Gap 5, which deals with the 
discrepancies between consumers’ expectations and the perceived services; the 
measure of perceived service quality. Baron and Harris (2003) indicate that this is also 
the only gap that can be studied merely on data from the customer. 
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2.4.3.3 The SERVQUAL model of service quality 
 
The SERVQUAL model was developed to enhance the value of the Gap model. It is this 
early model of service quality that formed the foundation of the nexus amongst service 
quality, customer satisfaction and behavioural intention (Woodside, Frey & Daly 1989:6).  
 
The SERVQUAL model is founded on the notion that customers evaluate the quality of 
services as the outcome of the discrepancy (gap) between the expected and the 
perceived services (Parasuraman et al: 1985). The authors of the model originally 
identified the following ten dimensions for evaluating service quality; these are referred 
to as service quality determinants or dimensions: 
1. Reliability; 
2. Responsiveness; 
3. Courtesy; 
4. Credibility; 
5. Security; 
6. Accessibility; 
7. Communication; 
8. Competence 
9. Tangibles; and 
10. Competence. 
 
The above ten determinants were later streamlined and abridged into five dimensions 
that customers are believed to consider in their evaluation of service quality. The 
streamlined five dimensions as listed below:   
1. Reliability; 
2. Responsiveness; 
3. Empathy; 
4. Assurance; and 
5. Tangibles 
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The five dimensions are depicted in Figure 2.4 below. 
 
FIGURE 2.4: FIVE SERVICE QUALITY DIMENSIONS 
 
 
Source: Adapted from Gray, 2008 
 
A description of the five service quality dimensions follows below:  
 
Reliability refers to the service provider’s capability of providing accurate and 
dependable services. According to Rao (2007:189), the specific criteria that the same 
customer used to judge reliability are: timeliness, consistency and accuracy. 
 
Assurance dimensions include such diverse facets as the firm’s specific service 
knowledge, as well as the employee’s polite and trustworthy behaviour. Rao (2007:189) 
documents; staff competence, safety and security, credibility and respect for 
Tangibles 
Reliability 
Empathy 
Understanding/ 
Knowing customers 
Access 
Responsiveness 
 
SERVICE QUALITY 
 
Assurance 
Communication 
Credibility 
Security 
Competence 
Courtesy 
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stakeholders, as prime measures used by customers to establish the assurance 
dimension. Leading measures used by customers to establish assurance include staff 
competence, safety and security, credibility and respect for stakeholders (Roa: 2007). 
 
Tangibles/Infrastructure – This dimension reflects on how customers experience the 
tangibles/infrastructure: equipment, personnel and communications material. For this 
dimension customers use physical facilities, equipment, and technology and 
communication materials to judge the tangibles Rao (2007:190). 
 
Empathy – This dimension comprises the factors that signal the readiness of an 
enterprise to render personal service. According to Rao (2007:190), the criteria used by 
customers to determine empathy are: access (to staff, services information), 
communication (clear, appropriate, and timely), understanding (stakeholder and 
individualised attention). 
 
Responsiveness – Rao (2007:102) states that responsiveness refers to the willingness 
to help customers, provide prompt service, and solve problems. Keeping customers 
waiting, particularly for no apparent reason, creates a negative perception of quality. 
Rao (2007:191) states that customers perceive the responsiveness of an organisation in 
terms of the willingness to help, prompt attention to requests and questions, problem 
resolution, complaint handling, and flexibility. In the event of a service failure occurring, 
the ability to recover quickly and with professionalism can create a very positive 
perception of quality. 
 
The SERVQUAL approach contains a questionnaire that evaluates the abovementioned 
five service dimensions or determinants using 22 questions. Thus, the approach 
evaluates both customer expectations and perceptions by means of a seven point Likert 
scale. The approach evaluates service quality by calculating the difference (gap) 
between customer expectations and perceptions (service quality = P-E). ‘P’ denotes the 
customer’s perception of service or performance and ‘E’ denotes the expectations 
before a service encounter or delivery of the actual service (Lewis and Booms, 1983; 
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Parasuraman et al, 1986). A negative result would indicate a dissatisfied customer and 
unmet customer expectations. A positive result indicates that the required level of 
service quality is achieved. This equation is usually called gap analysis which only 
measures gap 5 (Zahari et al., 2008).  
 
2.5 SERVICE-QUALITY CRITIQUE 
 
In their critique of the service-quality gaps model, a number of researchers signalled a 
lack of evidence to support the expectation-performance gap, as the only measure of 
service quality. Cronin and Taylor (1992) are of the opinion that assessing only customer 
perception would also suffice for evaluating service quality. They contend that it is 
unnecessary to measure customer expectations in service quality research.  
 
Trollip (2001:15) identifies several obstacles that could impede organisations in attaining 
service quality. Some of these obstacles are listed below: 
 The absence of discernibility: it often appears that the service quality challenges are 
not prominent and evident to the service provider; 
 The lengthy time required to improve service quality: resolving service quality-related 
problems often requires a lot of determination that span over lengthy periods of time; 
 The difficulties in assigning specific accountability: the customers’ overall perception 
of service quality is influenced by different stages of delivery. It is difficult to attribute 
quality problems to a particular stage of service delivery; and 
 The delivery doubts: the control of service delivery and quality can be complicated 
by the individual, and the unpredictable nature of the people element. 
 
Despite criticism, SERVQUAL researchers have effectively applied this model in 
evaluating service quality within the four main sectors of the travel and tourism industry, 
namely: airline, hotel, restaurant, and ski-area services. An adapted version of 
SERVQUAL was used in a lodging setting, a restaurant setting and in library settings to 
measure consumers’ expectations in terms of service quality (Juwaheer and Ross, 
2003). 
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Albrecht (1994:6) listed the benefits of service quality, as captured below:  
 Customer loyalty; 
 An increase in the market share; 
 Return on sales and profits;  
 Increased sales;  
 Repeat  business;   
 Higher customer count, and customer-base increase;  
 Savings in marketing, advertising and promotional budgets;  
 Positive company reputation;  
 Improved  employee  morale  and  productivity  due  to  customers’ positive 
response; and 
 Lower staff turnover. 
 
In conclusion, SERVQUAL has a number of potential applications. It is not only relevant 
to retail organisations for assessing consumer expectations and perceptions of service 
quality; but it is also applicable to service organisations. 
 
2.6 SUMMARY 
 
In this chapter, several concepts relating to service quality have been identified. The 
understanding of services and quality prove to be crucial in understanding the service 
quality concept. It may, therefore, be concluded that from the different facets of service 
quality, customer expectations, customer perception and customer satisfaction are 
important constructs in evaluating fully the levels of service quality. The measurement of 
these constructs is necessary to comprehensively evaluate service quality. From the 
analysis of the different service quality models, service quality gaps exist. These gaps 
are crucial in evaluating the customers’ overall perception of what is expected against 
what is actually rendered. 
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There are a number of service-quality models in higher education. The dearth of 
research and knowledge in the field of student accommodation warrants service-quality 
research in the area of student accommodation. The application of the abridged service 
quality dimensions: reliability, responsiveness, assurance, empathy and tangibles, are 
also relevant in a student housing setting. Finally, criticism against service quality was 
considered, and the overwhelming benefits duly listed. 
 
The next chapter focuses on the research design and method, the data collection 
method and techniques used the questionnaire design, the sampling and data analysis 
method. 
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CHAPTER 3 
RESEARCH METHODOLOGY 
 
3.1 INTRODUCTION 
 
Chapter two outlined the theoretical framework for service quality and the measurement 
thereof. The determinants of service quality were discussed and SERVQUAL, a 
measuring instrument for service quality was introduced.  
 
Chapter three outlines the research design and methodology, the data collection method 
and techniques used, the questionnaire design, the sampling method, and data analysis 
method. Chapter four provides a detailed analysis and interpretation of the empirical 
results that emanated from the research. The findings of the study will be reported on in 
chapter five.  
 
3.2 RESEARCH DESIGN 
 
The research design embodies the master plan of the research strategy. Moreover, the 
research design forms a critical component of the study and can influence the success 
of the research project (Saunders, Lewis and Tornhill, 2009). Leedy (1997) contends 
that “the design process could be seen as the planning of the research, the visualization 
of the data and the problems experienced with the use of such data in achieving the 
final outcome of the research project”. 
 
The current study was an empirical study that sought to investigate students’ 
perceptions of service quality at a large metropolitan university.  The purpose was to 
examine the different dimensions of service quality and to evaluate the overall service 
quality levels at NMMU student housing. The study was a detailed investigation, which 
involved data collected from both on-campus and off-campus student housing at 
NMMU. 
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An amended SERVQUAL instrument was used as the primary instrument for measuring 
service quality. The questionnaire was the main data collection method used to explore 
the perceptions of service quality provided.  
 
3.2.1 The research method 
 
In an attempt to solve the main and sub problem, the following procedures were 
followed: 
 Literature review: The research conducted a literature review on the various 
applications of service quality in higher education with particular emphasis on 
campus student housing.  
 Measuring instrument: The information sourced from the literature review together 
with the original SERVQUAL questionnaire was adapted to construct the measuring 
instrument. The questionnaire was employed to gather the primary data; assessing 
service quality levels at NMMU in both on campus and off campus student housing. 
 Pilot study: A pilot study consisting of ten on-campus senior residents and five off-
campus senior residents was conducted to test the questionnaire and to identify and 
correct any vague questions. 
 Ethical research approval: The researcher obtained ethical approval from NMMU 
ethics committee to conduct the study. 
 Empirical study: The primary data was collected by making 1800 questionnaires 
available to 1000 respondents from on-campus student housing and 800 to off-
campus student housing students. 
 Data analysis: The researcher captured the data on a computer software program, 
Microsoft Excel. Furthermore, a Statistician was used to analyse the data with the 
aid of Statistica Version 11 computer software program. 
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3.3 RESEARCH PARADIGM 
 
According to Maylor and Blackmon (2005), research paradigms involve the 
development of scientific practices that are grounded on people’s viewpoints and 
conjectures about the world and the nature of knowledge. Furthermore it represents a 
framework that embraces an acceptable set of theories, methods and ways of defining 
data. 
 
Paradigms represent the fundamental models and frames that the researcher can use 
to organise observations and reasoning (Babbie, 2004).Holloway and Wheeler (2002) 
explain that the research paradigm captures the research thought process, how the 
researcher collects and analyses the data, and reflects on the way in which one writes 
the dissertation. Collis and Hussey (2003) discuss two main paradigms associated with 
research, namely the phenomenological and positivistic perspectives. According to 
Collis and Hussey (2003) the qualitative approach is more concerned with qualities and 
non-numerical attributes; while the quantitative paradigm is all about the data collected 
in a numerical form.  A phenomenological paradigm tends to produce qualitative data; 
while the positivistic paradigm predominantly produces quantitative data. A key feature 
of the quantitative paradigm is that the numerical data can be subjected to statistical 
analysis. This represents a more accurate account of some behaviour, knowledge, 
opinion or attitude and therefore, with quantitative research, the thoughts are converted 
into operational definitions. The results appear in numerical form and are ultimately 
reported in statistical language (Cooper and Schindler: 2006). 
 
Polit and Hungler (1993) explain the differences between the qualitative and quantitative 
research methods as follows:  “Quantitative research methods were originally 
developed in the natural sciences to study natural phenomena. Examples of quantitative 
methods now well accepted in the social sciences include survey methods, laboratory 
experiments, formal methods (e.g. econometrics) and numerical methods such as 
mathematical modelling. Qualitative research methods were developed in the social 
sciences to enable researchers to study social and cultural phenomena. Examples of 
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qualitative methods are action research, case study research and ethnography. 
Qualitative data sources include observation and participant observation (fieldwork), 
interviews and questionnaires, documents and texts, and the researcher’s impressions 
and reactions”. 
 
Table 3.1 provides a comprehensive comparison of positivistic and phenomenological 
paradigms 
  
TABLE 3.1 COMPARISONS OF POSITIVISTIC AND PHENOMENOLOGICAL 
PARADIGMS  
 Positivistic paradigm Phenomenological Paradigm 
Purpose Use to :  
 test theory  
 validate and confirm 
 explain and predict 
 
Use to: 
 build theory 
 explain and describe 
 explore and interpret 
Nature of the research 
process 
 A focused approached 
 Pre-set methods 
 Well establish guidelines 
 Make use of known 
variables 
 Somewhat context free 
 Detached view 
 A holistic approach 
 Emergent methods 
 Employ flexible guidelines 
 
 Unknown variables 
 
 Context bound 
 Personal view 
Format of data and 
collection method 
 Numerical data 
 Large samples, 
representative 
 Standardised instruments 
 Make use of text or images 
 Small samples   informative 
 Standardised observations 
and interviews  
Data analysis  Statistical analysis 
 Emphasis is on objectivity 
 Deductive reasoning 
 
 Themes and categories 
 Subjective and potentially 
bias 
 Inductive reasoning 
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Communication of 
findings 
 Numbers 
 Statistics, aggregated 
data 
 Formal voice,  
 Scientific style 
 Words 
 Narrative, individual quotes 
 
 Personal voice 
 Literary style 
Source: Adapted from Leedy and Omrod (2005) 
 
The current study employed predominantly a positivistic paradigm. The research project 
followed a quantitative paradigm due to the nature of the problem statement, which 
requires the measurement of service quality levels at both NMMU on and off-campus 
student housing facilities. A pertinent benefit of the quantitative method of data collection 
is the relative ease and quickness in which the data can be collected (Collis and Hussey 
2003). 
 
3.4 THE SAMPLE METHOD 
 
The sampling plan represents the group of people that will form part of the survey; a 
course of action that comprises of the required decisions; and the targeted group or 
population. The number of people that will be sampled is known as the sample size. The 
specific procedure as to how to choose the respondents is known as the sampling 
procedure (Kotler, 1997:27). The sampling unit represents the identified population that 
will be considered for sampling. The study population represents all the registered 
NMMU students residing in the university’s residences on-campus and off campus. 
 
There are currently 3010 registered students in on-campus residences and 2800 
students in off-campus student housing. The target sample size was 1800 students 
comprising of 1000 students from on-campus residences and 800 students from off-
campus NMMU residences. The targeted sample size of 1800 represents more than 
30% the registered student population. Kotler (1997) argues that making use of a larger 
sample size does not guarantee more reliable results; therefore there is no need to 
53 
 
 
sample the entire population or even a considerable portion thereof as it would be 
impractical.    
 
Silverman (2000:102), states that the objective of sampling is to study a representative 
subset of a specifically defined population in order to draw make some interpretations 
about the entire population. This study employed a non-probability sampling technique 
that is also known as convenience sampling. The population represents all of students 
currently registered at NMMU on and off-campus residences. The researcher chose 
convenience sampling because he is employed at NMMU student housing and was able 
to easily access the respondents. Permission was granted from the Permission was 
granted by the NMMU Ethics committee to conduct the research at NMMU student 
housing (See also Annexure F for the NMMU Ethics committee approval letter and 
Annexure G for the approval letter from the Director of Student Housing  at NMMU). 
 
3.5 THE DATA-COLLECTION INSTRUMENT 
 
This study employed a survey as the primary data collection method. Collis and Hussey 
(2003) describe this method as “a sample of subjects being drawn from a population 
and studied to make inferences about the [entire] population.” Questionnaires fall within 
the broader definition of “survey research‟ or a “descriptive survey‟.  
 
According to Collis and Hussey (2003) a questionnaire comprise of a set of questions 
that aims to elicit reliable responses from the selected sample. The objective is to get 
insight into what the respondents do, think or feel. The questionnaire for this study is 
designed to gain insight into the service quality perceptions and expectations of 
students at the NMMU in both on and off-campus accommodation. 
 
The questionnaire used comprises of two parts. The first part, Section A, measured 
service quality; while the second part, section B, dealt with the biographical data of the 
students. To measure the relative importance of the different service quality dimensions, 
the students were requested to evaluate, on a 5-point Likert-type scale, the importance 
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of 41 revised items of SERVQUAL. The questions on the scale ranges from 1 to 5 with 1 
= strongly disagree and 5 = strongly agree. The questions were aimed at the evaluating 
the service-quality levels at NMMU student housing.  
 
The SERVQUAL instrument employs five service-quality dimensions. These five 
dimensions are representative of the original ten dimensions (Parasuraman et al., 1988, 
24). The following five service quality dimensions were evaluated in this study, as 
suggested by Zeithaml et al. (1996) and is also relevant to NMMU student housing: 
 Reliability; 
 Responsiveness;  
 Empathy; 
 Assurance; and   
 Tangibles.  
 
Polit and Hungler (1993) maintain that a major advantage of using the Likert scale is the 
ease and effectiveness of gathering consistent survey responses. The Likert scale 
allows the participants to provide feedback that is slightly more expansive than a simple 
close-ended question, but also much easier to quantify than a completely open-ended 
response. The interval scales facilitate meaningful statistics when calculating means, 
standard deviation and Pearson correlation coefficient. The proposed measuring 
instruments are illustrated in Annexure E.  
 
The questionnaire has been chosen to gather data from students because it is self-
administered and provides a simple way of collecting the data. The questionnaire was 
distributed to all offices of the ten on-campus residence managers. Students were 
invited to collect the questionnaires from their residence managers, and return them, 
once completed. Off-campus student housing students were invited to collect the 
questionnaires from their residence co-ordinators and return them, once completed.  
Follow-ups were regularly done to enhance the response rate.  
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3.6 ETHICAL CONSIDERATIONS 
 
Every stage of the research process poses a different ethical implication (Parahoo, 
2006). Marshall and Rossman (1999, p.90) argues that the qualities that make a 
successful researcher are revealed through the exquisite sensitivity to the ethical issues 
present when we engage in any moral act. Ethical considerations are generic – 
informed consent and protecting participant’s anonymity – as well as situation specific. 
The following ethical principles were observed throughout the study to protect the 
participants from any harm, embarrassment or offence. 
 
Informed consent was obtained from the participants prior to the start of the study (see 
Annexure C). The consent forms were issued at the data collection sites. The consent 
form recognises that all participants are autonomous and that they have the right to 
participate and that they can also decide to pull out of the research at any stage. 
According to Polit and Hungler (1993) it is important that informed voluntary decisions 
about participants cannot be made without full disclosure. The researcher therefore has 
fully disclosed the nature of the research to the participants, the participants’ right to 
refuse participation, the researcher’s responsibilities and the likely risks and benefits 
that could be incurred. The participants, who are registered NMMU students, were 
informed what will happen with the results of the study. A covering letter was appended 
to the surveys that provide full detail and aim of the study (See Annexure C).  Ethics 
approval from the Nelson Mandela Metropolitan University Research Ethics Committee 
(Human) was obtained for this study (see Ethics approval letter, Annexure F)  
 
3.7 DATA ANALYSIS 
 
The process of data analysis involves making sense of the numeric, text or image data 
(Babbie, 2004). It entails preparing the data for analysis, conducting different analysis, 
moving deeper and deeper into understanding the data; representing the data and 
drawing inference from the larger meaning of the data. The researcher used the 
Cronbach’s alpha reliability coefficient in this study to assess the reliability of the 
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measuring instrument. According to Collis and Hussey (2003) reliability is concerned 
with the credibility of the findings of the study and can be linked to both the method of 
data collection and the research measuring instrument. 
 
Quantitative data collected from the completed questionnaires was captured on 
Microsoft Excel and analysed by a Statistician who made use of Statistica Version 11 
computer software. The findings from the empirical study will be integrated with the 
theoretical perspective gained from the literature review. This will form the basis for 
drawing conclusions and providing recommendations on how to improve service quality 
at NMMU student housing.  
 
3.8 SUMMARY 
 
This chapter outlined the research design that was followed in the current study. The 
research methods, sampling design, questionnaire design, ethical considerations and 
data analysis were also discussed. This study employed an amended SERVQUAL 
instrument to evaluate students’ perceptions of service quality levels of on and off-
campus student Housing at the NMMU, a large metropolitan university. The next 
chapter provides a detailed analysis and interpretation of the results of the study.  
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CHAPTER 4 
FINDINGS OF THE EMPIRICAL RESEARCH 
 
4.1 INTRODUCTION 
 
In Chapter 3 the research design, data collection methods, questionnaire design, 
sampling method, ethical considerations and data analysis method were discussed. The 
purpose of Chapter Four is to report on the findings of the empirical study. 
 
Chapter 4 commences with reporting of the bibliographic information (see Section B of 
the study questionnaire, Annexure E) obtained from the respondents. This description is 
followed by a report on Section A that measured the perceptions of the respondents with 
regard to the service quality of on-campus and off-campus student housing at NMMU. 
The information is mainly presented in two-way summary tables. This chapter largely 
refers to the mean scores of the data analysed. Where appropriate, the analysis of the 
data also referred to the p-value that helps to interpret the significance of the results, 
and Cramer’s V value, that gives an indication of the importance of the findings on a 
practical level. 
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4.2 BIOGRAPHICAL DETAILS OF THE RESPONDENTS 
 
This section presents the biographical information obtained from the respondents. The 
details are explained as follows: 
 
4.2.1 Currently live 
 
TABLE 4.1 
TWO-WAY SUMMARY TABLE: CURRENTLY LIVE CATEGORY 
 
Frequency table:  Currently live 
 
Count Per cent 
On-campus 545 61.44 
Off-campus 342 38.56 
 
 
A total of 1800 questionnaires were distributed to 1000 on-campus and 800 off-campus 
students. From the on-campus student housing, 563 questionnaires were returned; and 
545 of these could be statistically analysed. From the off-campus student housing, 351 
questionnaires were returned; and of these, 342 could be statistically analysed. This 
translates into a response rate of 61.44% for on-campus respondents, and 38.56% for 
off-campus respondents, as shown in Table 4.1 
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4.2.2 Gender 
 
TABLE 4.2 
TWO-WAY SUMMARY TABLE: GENDER CATEGORY 
 
Frequencies Gender Gender Row 
 
Male Female Totals 
On-campus 224 320 544 
Row % 41.18% 58.82% 
 Off-campus 142 197 339 
Row % 41.89% 58.11% 
 Totals 366 517 883 
P = 0.83468 
    
 
As shown in Table 4.2, the sample of students in this study contained more females 
(517) than males (366). For on-campus students, 58.82% of the respondents were 
females, and for off-campus students, 58.11% of the respondents were females. The 
male respondents on campus were 41.18%; and for off-campus students, 41.89% of 
them were males. From Table 4.2, it can also be observed that there were no significant 
differences between the gender composition for off-campus students and on-campus 
student-housing respondents [p= 0.83 (p>0.005)].  
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4.2.3 Age  
 
TABLE 4.3 
TWO-WAY SUMMARY TABLE: AGE CATEGORY 
 
Frequencies Age Age Age Age Age Age Row 
 
17-20 
years 
21-24 
years 
25-28 
years 
29-32 
years 
37-40 
years 
48-51 
years Totals 
On-campus 225 289 24 3 2 1 544 
Row % 41.36% 53.13% 4.41% 0.55% 0.37% 0.18% 
 Off-campus 200 125 11 2 1 0 339 
Row % 59.00% 36.87% 3.24% 0.59% 0.29% 0.00% 
 Totals 425 414 35 5 3 1 883 
p= 0.00007 Cramer's V = 0.17 small 
     
 
From Table 4.3, it can be observed that the majority of on-campus respondents 
(53.13%) were from the age group 21-24 years, followed by 41.36% in the 17-20 age 
group. The majority of off-campus respondents were from the 17-20 age group, followed 
by 36.87% in the 21-24 years age group. From this information, it can be deduced that 
the students in both on-campus and off-campus lodging are younger than the age of 25. 
 
Table 4.3 also indicates that there were significant differences between the age 
categories between on-campus and off-campus student housing (p<0.005). However, 
Cramer's V = 0.17 is small. For statistically significant findings, the Cramer’s V value 
represents an effective size measure that indicates the importance of the findings on a 
practical level. It could, therefore, be said that the statistically significant differences 
between off-campus and on-campus age-group data were, on a practical level, small. 
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4.2.4 Origin of country 
 
TABLE 4.4 
TWO-WAY SUMMARY TABLE: COUNTRY OF ORIGIN CATEGORY 
 
Frequencies Country Country 
Not 
indicated Row 
  RSA Other 3 Totals 
On-campus 516 25 3 541 
Row % 95.38% 4.07% 0.55%   
Off-campus 323 11 5 339 
Row % 95.28% 3.24% 1.47%   
Totals 839 33 8 880 
p= 0.31388         
 
 
Table 4.4 illustrates that the majority of the respondents staying on-campus were from 
South Africa; 95.38% and 4.07% of the on-campus students are from other countries. 
Similarly, the majority of the respondents that were staying off-campus were from South 
Africa; while 95.28% of the students were from South Africa, and 3.24% of the off-
campus respondents were from other countries. The respondents were predominantly 
from South Africa (839) and (33) from other countries. The p value of p= 0.31388 
implies that there were no significant differences between the on-campus and the off-
campus country-of-origin categories. 
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4.2.4 Race  
 
TABLE 4.5 
TWO-WAY SUMMARY TABLE: RACE CATEGORY 
 
Frequencies Race Race Race Race Race Race Row 
 
Black Coloured Indian White Other 6 Totals 
On-campus 459 66 0 7 0 3 535 
Row % 85.79% 12.34% 0.00% 1.31% 0.00% 0.56% 
 Off-campus 317 14 1 3 1 0 336 
Row % 94.35% 4.17% 0.30% 0.89% 0.30% 0.00% 
 Totals 776 80 1 10 1 3 871 
p= 0.00051 Cramer's V = 0.16 small 
    
 
From Table 4.5, it can be seen that the respondents were predominantly of the black 
race for both on-campus (85.79%) and off-campus (94.35%) students. The coloured 
respondents were second with, on-campus values of (12.34%) and off-campus (4.17%). 
Very few respondents (15) were Indian, White, or of other racial groups. Although the 
difference is significant (p<0.005) for the race categories for on- and off-campus 
respondents, the small Cramer's V value (V = 0.16) illustrates that a small difference 
exists on a practical level. 
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4.2.5 Postgraduate and undergraduate categories 
 
TABLE 4.6 
TWO-WAY SUMMARY TABLE: POSTGRADUATE AND UNDERGRADUATE 
CATEGORIES 
 
Frequencies Education Education Row 
 
Postgraduate Undergraduate Totals 
On-campus 40 505 545 
Row % 7.34% 92.66% 
 Off-campus 19 319 338 
Row % 5.62% 94.38% 
 Totals 59 824 883 
p= 0.32031 
    
 
As shown from Table 4.6, 92.66% of the on-campus of respondents were at an 
undergraduate level, and 7.34% were postgraduate students. From the off-campus 
students, 94.38% of the respondents were at an undergraduate level, and 5.62% were 
postgraduate students. Table 4.6 illustrates that in both on-campus and off-campus 
categories, the respondents were largely from the undergraduate level. The p= 0.32031 
implies that there were no significant differences in the education categories 
(postgraduate and undergraduate) of respondents for on-campus and off-campus 
respondents. 
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4.2.6 Disability category 
 
TABLE 4.7 
TWO-WAY SUMMARY TABLE: POSTGRADUATE AND UNDERGRADUATE 
CATEGORY 
 
Frequencies Disability Disability Row 
 
Disability 
No 
disability Totals 
On-campus 13 528 541 
Row % 2.40% 97.60% 
 Off-campus 8 328 336 
Row % 2.38% 97.62% 
 Totals 21 856 877 
p= 0.98347 
    
 
Table 4.7 illustrates that the majority of the respondents that were staying on-campus 
were from the no-disability category; while 97.60% and 13 of the on-campus 
respondents were disabled students. Similarly, the majority of the respondents that were 
staying off-campus were from the no-disability category; while 97.62% and 8 of the off-
campus students’ respondents were disabled students. The p value of p= 0.98347 
implies that there were no significant differences between the on-campus and the off-
campus disability categories. 
 
4.3 SERVICE-QUALITY DIMENSIONS 
 
The data from 887 questionnaires were analysed; and five factors were identified from 
the original 41 variables. The five factors correspond with the original five dimensions 
that were developed to evaluate the overall service quality (Zeithaml et al., 1990). 
These five dimensions are: reliability, responsiveness, assurance, empathy and 
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tangibility/infrastructure. The mean scores on the perception scales of 41 service-quality 
attributes are described and analysed below. 
 
4.3.1 The reliability dimension 
 
TABLE 4.8 
TWO-WAY MEAN SCORE SUMMARY TABLE: THE RELIABILITY CATEGORY 
 
     Include condition: Live=On-Campus 
 
Include condition: Live=Off-Campus 
Item code Mean % Agree Std. Dev. Survey Items 
Item 
code Mean 
% 
Agree Std. Dev. 
REL1 3.49 66 1.08 
The student housing staff 
provided 
 residence services as 
promised. REL1 2.97 66 1.20 
REL2 3.41 80 1.09 
You can depend on the relevant 
student housing staff to handle 
any problems. REL2 2.86 59 1.14 
REL3 3.11 71 1.12 
Staff provides service at the 
promised time. REL3 2.49 50 1.15 
REL4 3.66 81 1.23 
The staff keep students 
informed about when the 
required service will be 
performed. REL4 3.17 71 1.16 
REL5 3.76 89 1.08 
The staff are easily contactable 
by students during working 
hours. REL5 3.64 82 1.18 
REL6 3.42 79 1.13 
The relevant emergency staff 
are easily contactable after 
hours. REL6 2.98 63 1.23 
REL7 3.38 81 1.07 
The staff provide effective 
solutions to student’s problems. REL7 2.90 65 1.12 
Average 3.46 78.14 1.11 
 
Average 3.00 65.14 1.17 
 
The questionnaire consisted of seven items to evaluate the service-quality dimension of 
reliability. For the on-campus respondents, Table 4.8 reflects an average mean core 
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measure of 3.46 for the reliability dimension. This implies that 78% of the respondents 
believed that student housing staff can handle services dependably and accurately. For 
the off-campus students, the average mean score was 3.00 for the reliability dimension. 
A mean score below 2 was indicated for the majority of the off-campus Reliability items. 
The only two mean scores above 3 were for the items of: staff keep students informed 
about when the required service will be performed; and the staff are easily contactable 
by students during working hours.  
The following items for off-campus student housing received mean scores below 3: 
 The student housing staff provides residence services, as promised (2.97). 
 You can depend on the relevant student housing staff to handle problems (2.86). 
 Staff provides service at the promised time (2.49). 
 The relevant emergency staff are easily contactable after hours (2.98). 
 The staff provide effective solutions to students’ problems (2.90). 
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4.3.2 Responsiveness 
 
TABLE 4.9 
TWO-WAY MEAN SCORE SUMMARY TABLE: RESPONSIVENESS CATEGORY 
 
Include condition: Live=On-Campus 
 
Include condition: Live=Off-Campus 
Item code Mean 
% 
Agree Std.Dev. Survey Items 
Item 
code Mean 
% 
Agree Std.Dev. 
RES1 3.50 82 1.06 
The staff provide a prompt 
service to students. RES1 3.05 68 1.13 
RES2 3.71 87 1.04 
The staff are always willing 
to help students. RES2 3.30 74 1.21 
RES3 3.33 80 1.05 
The staff are always ready to 
respond to students’ 
requests. RES3 3.08 67 1.17 
RES4 3.52 83 1.03 
The staff show a sincere 
interest in solving students’ 
problems. RES4 3.09 70 1.18 
RES5 3.35 75 1.12 
The staff provide feedback 
within a reasonable timeframe. RES5 2.76 56 1.20 
Average 3.48 81.40 1.06   Average 3.06 67.00 1.18 
 
The responsiveness dimension contained 5 items. This dimension measured the 
willingness of staff to help students and provide prompt services to students. From Table 
4.9, it can be seen that the average mean score for this dimension is 3.48, which 
indicates that 81% of the on-campus respondents agreed with this statement. The 
highest item in this dimension got a mean score of 3.71; the staff are always willing to 
help the students. 
 
The average mean score for the off-campus responsiveness dimension was 3.06. The 
majority of off-campus respondents agreed that off-campus staff are responsive. The 
only non-satisfaction score below 3 was for the item: The staff provide feedback within a 
reasonable timeframe (mean score of 2.76). 
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4.3.3 Assurance 
 
TABLE 4.10 
TWO-WAY MEAN SCORE SUMMARY TABLE: ASSURANCE CATEGORY 
 
Include condition: Live=On-Campus 
 
Include condition: Live=Off-Campus 
Item code Mean 
% 
Agree Std.Dev. Survey Items 
Item 
code Mean 
% 
Agree Std.Dev. 
ASS1 3.52 86 1.05 
The staff instil confidence in 
the students. ASS1 3.02 70 1.09 
ASS2 3.70 87 1.01 
The staff make students feel 
comfortable during 
interactions with student 
housing staff. ASS2 3.40 79 1.17 
ASS3 3.61 86 0.95 
The staff are consistently 
courteous. ASS3 3.12 70 1.04 
ASS4 3.69 89 0.99 
The staff have the 
knowledge to answer 
students’ questions. ASS4 3.20 73 1.13 
ASS5 3.87 90 0.94 
The staff treat the residents 
with respect. ASS5 3.45 76 1.20 
Average 3.68 87.60 0.99 
 
Average 3.24 73.60 1.13 
 
The assurance dimension contained five questions. Table 4.10 illustrates that the 
average mean score for the on-campus respondents was 3.68, and for off-campus 
students, it was 3.24. This implies that both on-campus and off-campus respondents 
believed that the respective student housing staff demonstrate assurance: The 
knowledge and courtesy of employees and their ability to convey trust and confidence. 
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4.3.4 Empathy 
  
TABLE 4.11 
TWO-WAY MEAN SCORE SUMMARY TABLE: EMPATHY CATEGORY 
 
Include condition: Live=On-Campus 
 
Include condition: Live=Off-Campus 
Item code Mean % Agree Std.Dev. Survey Items 
Item 
code Mean 
% 
Agree Std.Dev. 
EMP1 3.48 80 1.11 
The staff give students 
individual attention. EMP1 3.17 70 1.23 
EMP2 3.52 84 1.01 
The staff deal with students in a 
caring fashion. EMP2 3.11 73 1.10 
EMP3 3.48 81 1.08 
The staff have the student’s 
best interests at heart. EMP3 2.95 67 1.15 
EMP4 3.47 78 1.11 
The staff understand the needs 
of the students. EMP4 3.07 66 1.20 
EMP5 3.94 89 1.09 
The staff keep students 
informed in a language they 
understand. EMP5 3.79 81 1.28 
EMP6 3.59 81 1.13 
Staff are willing to go the extra 
mile to help in emergencies. EMP6 3.19 71 1.17 
Average 3.58 82.17 1.09 
 
Average 3.21 71.33 1.19 
  
From Table 4.11, it can be observed that for on-campus respondents, all six items were 
rated above the 3 mean empathy dimension. This implies that the majority of the on-
campus respondents perceive the staff as having empathy: The staff are caring and 
provide individualised attention to the students when required. 
The majority of the off-campus respondents believed the staff had empathy; the staff 
were caring; and the staff provide individualised attention to the students when required, 
with an average mean score of 3.21. However, one item scored lower than 3. In this 
item, 67% of the respondents believed that the off-campus staff did not have their best 
interests at heart (mean score of 2.95). 
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4.3.5 Tangibility/Infrastructure 
 
TABLE 4.12 
TWO-WAY MEAN SCORE SUMMARY TABLE: TANGIBILITY/INFRASTRUCTURE 
CATEGORY 
 
Include condition: Live=On-Campus 
 
Include condition: Live=Off-
Campus 
Item code Mean 
% 
Agree 
Std. 
Dev. Survey Items 
Item 
code Mean 
% 
Agree 
Std. 
Dev. 
TAN1 3.21 75 1.17 
Student housing has relevant 
modern equipment. TAN1 3.01 65 1.25 
TAN2 3.26 74 1.16 
Student housing has visually 
appealing facilities. TAN2 3.02 67 1.13 
TAN3 3.78 89 1.02 
The staff have a neat, professional 
appearance. TAN3 3.43 76 1.25 
TAN4 2.82 58 1.39 
Adequate self–catering facilities 
are available for residents’ cooking. TAN4 3.33 70 1.33 
TAN5 3.70 83 1.21 
Adequate study facilities are 
available to residents. TAN5 3.12 65 1.32 
TAN6 3.74 87 1.09 
Safety and security measures to 
protect residents are adequate. TAN6 3.35 74 1.31 
TAN7 3.52 77 1.29 
Student housing offers rooms that 
are clean and hygienic. TAN7 3.39 79 1.23 
TAN8 2.83 58 1.30 
Bathroom and shower facilities are 
of an acceptable standard. TAN8 3.02 63 1.26 
TAN9 3.58 81 1.22 
Student housing offers rooms at a 
reasonable cost. TAN9 2.76 58 1.33 
TAN10 3.46 79 1.15 
The laundry facilities are in working 
condition. TAN10 2.95 64 1.35 
TAN11 3.53 81 1.23 
The television rooms at student 
housing  are adequate. TAN11 2.84 58 1.44 
TAN12 2.90 58 1.41 
The DStv packages (amount of 
channels available) meet the 
residents’ needs. TAN12 2.61 48 1.52 
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TAN13 3.10 69 1.18 
Recreational facilities offer a 
sufficient variety to meet the 
residents’ needs. TAN13 2.55 50 1.19 
TAN14 2.62 47 1.41 Wi-Fi facilities are adequate. TAN14 2.32 37 1.31 
TAN15 4.43 94 0.90 
The electricity availability at student 
housing  is adequate. TAN15 3.81 80 1.36 
TAN16 4.02 86 1.19 
The water availability at student 
housing  is adequate. TAN16 3.95 81 1.23 
TAN17 3.56 81 1.20 
The bedrooms at students’ housing 
are well-equipped. TAN17 3.48 77 1.21 
TAN18 3.84 88 1.07 
There are adequate fire, health and 
safety measures in place at 
students’ housing. TAN18 3.65 80 1.26 
Average 3.44 75.83 1.20 
 
Average 3.14 66.22 1.29 
 
The dimension of tangibility/infrastructure reflects on the appearance of the physical 
facilities, equipment, personnel, and communication materials. This dimension was 
evaluated by 18 items. From Table 4.12, it can be observed that the on-campus 
respondents were very content with the availability of adequate water and electricity for 
on-campus facilities (mean scores for water and electricity were 4.02 and 4.43, 
respectively).The following three items also scored high: 
 There are adequate fires, health and safety measures in place at students’ housing 
(mean score of 3.84); 
 Safety and security measures to protect residents are adequate (mean score of 
3.74); and 
 The staff have a neat, professional appearance (mean score of 3.78). 
 
The average on-campus mean score for this dimension was 3.44. It can thus be 
concluded that the majority of on-campus respondents perceived that a high level of 
tangible evidence is present. And this indicates that the appearance of physical 
facilities, equipment, personnel, and communication materials are of an acceptable 
standard. However, low mean scores were recorded for the following items: 
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 Adequate self-catering facilities are available for resident cooking (mean score 2.82). 
 Bathroom and shower facilities are of an acceptable standard (mean score 2.83). 
 The DStv packages (amount of channels available) meet the residents’ needs (mean 
score 2.90). 
 Wi-Fi facilities are adequate (mean score 2.62). 
 Recreational facilities offer a sufficient variety to meet the residents’ needs (mean 
score 3.10). 
 
As in the case of the on-campus respondents, the off-campus respondents were also 
content with the availability of adequate water and electricity at the off-campus facilities 
(mean scores for water and electricity were 3.81 and 3.95, respectively). The following 
three items scored high for off-campus student housing: 
 There are adequate fire, health and safety measures in place at students’ housing 
(mean score of 3.65); 
 The bedrooms at students’ housing are well-equipped (mean score of 3.48); and 
 The staff have a neat, professional appearance (mean score of 3.43). 
The respondents indicated that they were not content with the items below for off-
campus student housing: 
 The laundry facilities were in working condition (mean score 2.95); 
 The recreational facilities offer a sufficient variety to meet the residents’ needs 
(mean score 2.55); 
 Wi-Fi facilities are adequate (mean score 2.32); and 
 Student housing offers rooms at a reasonable cost (mean score 2.76). 
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4.4 SUMMARY OF SERVICE-QUALITY DIMENSIONS’ RESULTS 
 
TABLE 4.13 
SUMMARY OF SERVICE QUALITY DIMENSIONS RESULTS 
 
Dimensions for service quality 
Number of 
items 
 per dimension 
Mean scores for 
on-campus 
Mean scores for 
off-campus 
Reliability 7 3.46 3.00 
Responsiveness 5 3.48 3.06 
Assurance 5 3.68 3.24 
Empathy 6 3.58 3.21 
Tangibles 18 3.44 3.14 
 
 
From Table 4.13, it can be observed that the on-campus respondents rated the 
assurance dimension the highest (3.68), and the tangibles the lowest (3.44). The off-
campus respondents also rated the assurance dimension the highest (3.24), and the 
reliability dimension the lowest (3.00). 
 
4.5 SUMMARY 
 
In this chapter, the empirical results were reported. More specifically, the general 
perceptions of students with regard to the service quality rendered at on- and off-
campus student housing of NMMU were presented. From the results, it could be 
observed that the mean scores of the two groups (on-campus respondents and off-
campus respondents) differ significantly. However, the small Cramer’s V value indicated 
that the practical significance of the findings is small. 
 
In the next chapter, the summary, conclusions and recommendations will be presented. 
The managerial implications of these empirical findings for the NMMU Student-Housing 
Department will also be discussed.     
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CHAPTER 5 
SUMMARY, CONCLUSIONS AND RECOMMENDATIONS 
 
5.1 INTRODUCTION 
 
The point has been made in Chapter 1, that since the advent of the new democracy, the 
Student Housing sector has emerged as one of the much-needed service industries in 
South Africa. The shortages of accommodation on-campus have forced students to take 
up accommodation in off-campus student housing. The findings of the Ministerial 
Committee for the review of Student Housing at South African Universities during 2010 
painted a sombre picture of the conditions in student housing (both on-campus and off-
campus), at most higher education institutions in South Africa. 
 
It was also pointed out that universities glean a positive assessment when quality 
services are rendered; but more importantly, decent student housing supports student 
success. Although it may be difficult, service organisations need to take steps to monitor 
and improve the quality of the services that they provide. 
 
Zeithaml et al. (1990) developed the service-quality gap, in which customers compare 
their expectations with the perceptions of the services in evaluating service quality. 
Wilkie (1990) further pointed out that when a service exceeds a promised service 
standard, the customer may experience satisfaction, whilst the inability to live up to the 
promised standard for services translates into dissatisfaction. 
 
Therefore, to render consistent and excellent services to students in on- and off- 
campus student housing, it is imperative that NMMU student housing introduce 
monitoring and evaluation measures that would be able to reinforce the importance of 
service quality management and operations. The purpose of this study was to evaluate 
the perceptions of students in on-campus and off-campus student housing at NMMU, 
and to identify those service-quality dimensions that need attention. The assumption 
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was made in Chapter 1 that the service-quality determinants would differ between on-
campus student housing and off-campus student housing. It was confirmed in Chapter 4 
that there are significant differences in the service-quality dimensions of on-campus 
student housing and off-campus student housing, although the differences on a practical 
level are minimal. The significance of the study was that the findings would encourage 
student-housing management (on-campus and off-campus) to develop marketing 
strategies, and to make improvements in the quality of services. 
 
This chapter, Chapter 5, comprises a summary of the previous chapters, and gives the 
conclusions and some recommendations subsequent to the empirical findings. 
 
5.2 SUMMARY OF THE STUDY 
 
Chapter 1 began with a background of the Student Housing industry; this was followed 
by an overview of NMMU Student Housing arrangements. Next discussed, were trends 
in student housing and the importance of the service quality. The main problem and 
sub-problems were formulated, and the significance of the research was given. The 
study objectives were expanded on, and various key concepts were identified. 
 
Chapter 2 started by identifying various concepts relating to services. Thereafter, 
various concepts of service quality were discussed. These concepts clarified the 
meaning of services, quality and service quality in higher education, and more 
specifically in student housing. It was found that a number of important fundamentals of 
service quality exist; and these should be kept in mind when assessing service quality. 
Some of these fundamentals include customer expectations, customer perceptions, and 
customer satisfaction. The evaluation of these constructs is needed to comprehensively 
assess service quality levels. Furthermore, from the analysis of the different service 
quality models, service quality gaps are found to exist. The identification of the service 
quality gaps is crucial in evaluating the customers overall perceptions of what is 
expected compared with what is actually delivered. Last discussed was the criticism of 
service quality, and the overwhelming benefits thereof were listed. 
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Chapter 3 explained the research methodology used, and in particular, the research 
designs and methods, the research paradigms, the sampling method, the data-
collection instrument, the ethical considerations and the data-analytical method. The 
study is located within a quantitative paradigm; and a drop-off survey was chosen as the 
most appropriate data-collection method. An amended SERVQUAL instrument 
comprising 41 items, was used for students, in order to assess the service quality of on-
campus and accredited off-campus student housing at NMMU. The data obtained from 
the surveys were subjected to statistical analysis. Descriptive statistical methods were 
used in all questions to present the data, and to gain an understanding of the nature of 
the responses. 
 
Chapter 4 presented the results of the survey questionnaires. The explanation of the 
results started with a discussion of the bibliographical information using two-way 
summary tables; this was followed by a comparison of mean-score values of the 
respondents’ perceptions of service quality in on-campus and accredited off-campus 
student housing at NMMU. The highest and lowest service quality dimensions were 
identified; and the statistical significances thereof were interpreted. 
 
5.3 CONCLUSIONS 
 
5.3.1 Reliability  
 
As explained in Chapter 2, the reliability factor refers to “the ability of student housing 
staff to perform the promised service dependably and accurately”. According to 
(Zeithaml et al., 1992), a number of empirical studies have shown that the reliability 
dimension is the most important service dimension from a customer’s point of view. 
 
From the findings of Chapter 4 in on-campus student housing, this received a positive 
assessment for the reliability dimension, but a lower score was reflected for off-campus 
student housing. As indicated earlier, Roa (2007) pointed out that the criteria customers 
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use to judge reliability are factors that relate to timeliness, consistency and accuracy. It 
may thus be concluded that the management at off-campus student housing needs to 
focus on this area, in order to improve its service quality. It is suggested that when 
services cannot be delivered to students on time, the off-campus student housing 
management should provide an explanation for the delay, and compensate for the lack 
of promptness and efficiency.  
Consistently doing what is promised, doing it correctly, and on time, conveys reliability. 
 
5.3.2 Responsiveness 
 
The respondents scored the responsiveness dimension high in both on-campus and off-
campus – with the exception of one off-campus item that scored low. This was: “the staff 
provide feedback within a reasonable timeframe”. This highlighted item correlates with 
the negative assessment of the reliability dimension in off-campus student housing. This 
was discussed in the previous section on reliability. 
 
Responsiveness was explained in Chapter 2, as “the willingness to help customers, 
provide prompt service, and solve problems”. Keeping customers waiting – particularly 
for no apparent reason, creates unnecessary negative perceptions of quality. If a service 
failure occurs, the ability to recover quickly, and in a professional manner can create 
very positive perceptions of quality (Rao, 2007:192). As explained in Chapter 2, the 
DHET (2011) regards a responsive management in residences as a key quality indicator 
for student housing in South Africa. The recommended measures for this quality 
indicator are staff availability and responsiveness. 
 
From an off-campus student housing point-of-view, it is crucial that staff place greater 
emphasis on ensuring that the students’ problems are sorted out promptly, and every 
effort is taken to ensure that their requests are met timeously, in order to please the 
student. Furthermore, students should be informed timeously concerning any changes 
or updates, where these are necessary. 
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5.3.3 Assurance 
 
The assurance dimension received positive assessments for both on-campus and off-
campus student housing. This implies that “the employees’ knowledge and courtesy, 
and their ability to inspire trust and confidence” are not in doubt. A knowledgeable 
employee will have a positive impact on the customer’s satisfaction level. Knowledge of 
the student housing services and policies can also convey a feeling of trust and 
confidence. 
 
The assurance factor can also reflect on the technical know-how of staff and their 
capability in helping the students. According to Rosen and Karwan (1994:7), assurance 
appears to be the most important dimension in highly customised services. The Student 
Housing Management should endeavour to inspire trust and confidence between their 
staff and the students, and to ensure that these high levels of trust are not broken. 
 
5.3.4 Empathy 
 
The respondents scored the empathy dimension high in both on-campus and off-
campus accommodation, with the exception of one off-campus item that scored low, 
“the staff have the students’ best interest at heart”. As indicated in Chapter 2, the 
empathy dimension comprised a number of key attributes that include: An 
understanding of the needs of the students, the staff being approachable, and the staff 
being sensitive to the needs of the students. 
 
The measures used by customers to evaluate empathy include access to resources 
(personnel, information, services); clear and on-time communication; personal attention, 
and showing understanding of the customers’ needs. The relevant student housing 
management must ensure that staff understand and improve on this dimension. 
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5.3.5 Tangibles/Infrastructure 
 
As discussed in Chapter 2, the DHET (2011) regards the following quality indicators as 
critical in student housing from tangible dimensions: Well-maintained buildings, safe and 
secure environment, access to shared facilities, adequate storage and study facilities, 
and disability access for student housing in South Africa. The recommended measures 
for this quality indicator are described in Table 2.3. 
 
It was also noted in Chapter 2 that the tangibles refer to the appearance of physical 
facilities, equipment, personnel and communication materials. The condition of the 
physical surroundings is tangible evidence of the care and attention to detail exhibited 
by the service provider. The Ministerial Committee for the Review of Student Housing at 
South African Universities during 2010 report provides detailed recommendations to 
Student-Housing Management on how to best manage the tangible/infrastructural 
dimension.  
 
From Chapter 4, it was observed that many of the respondents agreed that the 
tangibility/infrastructure dimensions are in most instances acceptable and pleasing. 
Professionalism and dress code appearance of staff towards their customers gained 
positive assessment. However, there were some pertinent problems revealed, and 
these were clearly highlighted in Chapter 4. The factors that emerged and that are 
perceived as undesirable by the respondents residing in on-campus facilities are: 
 Bathroom and shower facilities; 
 The self-catering facilities for resident cooking are inadequate; 
 The DStv packages (number of channels available) are not meeting the residents’ 
needs; 
 Wi-Fi facilities are inadequate; and  
 Recreational facilities are not offering a sufficient variety to meet the residents’ needs. 
 
The factors that emerged, and were perceived as unacceptable by the respondents 
residing in off-campus facilities, are: 
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 Reliability dimension; 
 Responsiveness dimension; 
 Trust relationships; 
 Laundry facilities that are, in many instances, not in working condition; 
 Recreational facilities are not offering sufficient variety to meet the students’ needs; 
 Wi-Fi facilities are inadequate; and 
 Off-campus student housing offers rooms, but not at a reasonable cost. 
 
Student-Housing Management should build trust through communicating in advance the 
actual service package; and it should make all attempts to deliver exactly the stipulated 
offerings and quality to develop trust. Management should also see to these factors 
through budgeting, medium-to-long-term maintenance plans, and to ensure that these 
items remain firmly on the agenda of student housing strategic planning. 
 
5.3.6 Biographical variables analysis 
 
From the biographical characteristics, the findings showed that in both on- and off-
campus student housing, the respondents were overwhelmingly black students, 
females, younger than 25 years of age, and from South Africa. 
 
From Chapter 4, was learnt that the respondents rated the recreational items low: 
“Recreational facilities are not offering a sufficient variety to meet the residents’ needs”. 
This implies that the recreational offerings of student housing are not in sync with the 
needs of the more modern and youthful profile of the residents. Student Housing 
Management should research what these recreational needs entail, in order to service 
the students, according to their needs. 
 
Furthermore, attempts should be made to see the residences’ student population is 
more diverse, especially to accommodate other deserving students from minority 
groups. Deliberate marketing strategies should be pursued to attract the minority 
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groups. This would not only ensure that NMMU investment in residences are more 
equitable to all students, but also afford the students a life-long learning experience that 
could be useful in the very diverse workplaces of South Africa. 
 
From the findings reported in this study, several conclusions can be made. It is argued 
that success in any business depends on understanding the key issues that affect 
customer needs, and also how well the business meets or exceeds customers’ needs. 
 
As explained in Chapter 2, product and service performance exceeding some form of 
standard lead to satisfaction; while service performance falling below this standard 
results in dissatisfaction (Wilkie, 1990). Student-Housing Management should ensure 
that the residents have a positive experience. 
 
Parasuraman et al. (1988) indicate that balancing customer expectations, perceptions, 
and closing the gaps between them, are essential if a company is to provide high-quality 
services. By analysing the perceptions of service quality with respect to different 
dimensions, Student-Housing Management can develop and formulate marketing 
strategies to meet more effectively the needs of each specific dimension. 
 
Once the student’s requirements are clearly identified and understood, management are 
likely to be able to anticipate and cater for their students’ needs, rather than reacting 
merely to their dissatisfaction. Using the results revealed in this study, student housing 
management can plan effective marketing strategies to target on- and off-campus 
students, satisfying them in an exceptional manner. 
 
Finally, Student-Housing Management should ensure that their staff are well-trained, 
and that they understand the level of service that the student housing expects to provide 
for all their students. It was explained in Chapter 2 that for the management of 
universities in South Africa to be able to deliver the best accommodation offering to the 
students, they need to understand the characteristics of service and quality. Staff should 
also be able to show adequate personal attention to students, irrespective of whether 
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they stay on-campus or off-campus. Ensuring that staff are well-trained, and giving 
attention to other factors that are required for the provision of high levels of service 
quality might incur costs, but should then be able to provide improved customer 
satisfaction. 
 
5.4 LIMITATIONS OF THE STUDY 
 
 The data-collection method was predominantly done by means of a closed 
questionnaire. The inclusion of open-ended questions could have assisted in 
collecting valuable information. 
 The research was limited to the service quality levels of on-campus and off-campus 
student accommodation in only one university. It, therefore, should be cautioned that 
the findings of this study do not necessarily reflect the situation in other universities 
in South Africa. The generalizability of the findings is thus limited to the Nelson 
Mandela Metropolitan University. 
 The research project primarily targeted the consumer (resident students) (demand 
side); and the researcher did not obtain the views of the student housing 
management (supply side). 
 
5.5 RECOMMENDATIONS 
 
The recommendations are based on the results generated from the data analysis. The 
key recommendations are summarised below: 
 Student housing management needs to focus on the training of staff on the 
dimensions of reliability and responsiveness. The intervention is more urgently 
needed in off-campus student housing, as revealed from the analysis of the 
findings in Chapter 4. 
 Student-housing management should ensure that the recommendations of the 
Ministerial Committee for the Review of Student Housing at South African 
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Universities are understood by staff and implemented. A clear strategy must be 
crafted that indicates how these recommendations could be phased in. 
 The Student-Housing Management should introduce a customer-perception survey 
to ascertain the ever-changing customer expectations, as a measure to close the 
gap between customer expectations and the services provided. 
 The management should provide visually appealing facilities. It is suggested that 
retrospective incremental renovation of the old facilities be prioritized, in an attempt 
to meet the needs of a more modern student population. This includes modern 
recreational facilities that are in sync with the needs of a youthful modern student 
population, and the provision of well-equipped self-catering facilities. 
 The management should build trust through communicating the actual service 
package in advance, and delivering exactly the pre-stated service standard and 
quality, in order to enhance trust. 
 Student housing management should put in place quality control measures that 
would ensure that the tangibles/infrastructural conditions comply with the set 
standards. 
 Service quality evaluations in both on-campus and off-campus student housing 
should be placed firmly on the student-housing calendar, in order to ensure 
continuous adjustments to service improvement strategies. 
 
5.6 FUTURE RESEARCH 
 
 Future research is needed to first examine whether the adapted SERQUAL 
instrument is valid in other higher education institutions in South Africa; and 
secondly, it is necessary to validate the appropriateness of the five service quality 
dimensions used in this study; perhaps the original ten dimensions could be 
considered. 
 Student-Housing Management should encourage research that investigates how 
service quality could support the academic success of residence students. 
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 If NMMU student housing wants to service students in a superior fashion, they need 
to fully understand the needs of the students. Further gap analysis must be 
conducted that includes: 
o Student expectation – management gap. This gap addresses the differences 
between students’ and management’s perception of service quality. 
o Service quality specifications – services’ delivery gap. This gap addresses the 
differences between service-quality specifications and the service actually 
delivered, i.e. the service-performance gap. 
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ANNEXURE A 
POST STRUCTURE: NMMU STUDENT HOUSING 
  
 
 
 
 
 
Annexure A 
Post Structure: NMMU Student Housing 
Dean: Student Affairs  
 
Senior Manager: 
Residence Operations 
Senior Manager:  
Living & Learning Support Services 
Residence Managers (10): 
Xanadu      
                    Unitas       
Melodi      
Veritas      
Lebombo  
        Letaba         
      Sanlam‐A  
Sanlam‐B  
Oceana      
         George     
Manager: Student Life and 
Development 
  Manager:  Admissions, Records  
           & Customer Relations 
Maintenance Practitioners (4) 
Financial Administration 
Assistant 
Secretary 
      Computer Lab Assistants  
               (18 Students)
Academic Mentors 
  (52 Students)
House Committees 
     (101 Students)
Director: Housing, Living & Learning Programmes 
Admissions Officer:  
Senior Manager: Off‐Campus Housing 
& Vacation Accommodation  
2 X Manager: Off‐Campus 
Housing (Vacant). 
Student Advisor (Vacant) 
Off‐Campus 
Administration Assistant 
(Vacant) 
Resident Student    
Assistants (16 seniors) 
Student Life Officer (1)           
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Annexure B 
Memorandum of agreement between NMMU and off-campus service providers 
(excerpt) 
A  Accommodation is required during the lease term as per paragraph 4 for 
registered students who: 
(i) have qualified for a loan (100% funding or zero Expected Family 
Contribution or an EFC of less than R5000.00) from the NSFAS to cover 
their accommodation charges;  
(ii) International sponsored students who have received Financial 
Clearance from the International Office of Education  
 
B The Service Provider agrees to accommodate such students on the terms and           
conditions as contained herein. 
C  The Service Provider warrants that it is the registered owner of the property or 
has an undisputed legal right to lease such property. 
D  The Service Provider shall enter into individual lease agreements with the 
students. 
E  The Service Provider is encouraged to strive to accommodate only students in 
tertiary       institutions (including FET Colleges) on their premises. 
Purpose 
The purpose of this agreement is to establish criteria and procedures for the 
accreditation of all Off-Campus accommodation for facilities accommodating less 
than 10 students. It is further aimed at : 
 Making provision for transparent administrative processes which ensure 
that accreditation is dealt with fairly and consistently; and 
 Providing procedures to address appeals and complaints by the service 
providers and/or students. 
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The Department of Student Housing will recommend and place their students in 
accredited facilities only. The Off-Campus Housing Office (OCHO) will provide a 
venue for such listings through a service provider registration program as well as 
a central location for the University community to seek out available off-campus 
housing. Students, parents and other members of the NMMU and the Port 
Elizabeth community (or George community) will however be under no obligation 
to utilize the Off-Campus Housing Program’s services or to rent from companies 
or individuals listed with the OCHO. 
NMMU makes no representation, assumes no liability for, and has no 
responsibility to the student, the service provider, or any third person with regard 
to any lease to or occupancy of off-campus housing by students of NMMU, 
unless the student was assigned to a particular accredited address through a 
letter from OCHO. Students assume full responsibility for the selection, use, or 
occupancy of such premises.  
 The need for this agreement is as follows: 
* to minimize and/or eradicate exploitation of students by unscrupulous 
SERVICE PROVIDER  
* to eliminate as far as possible, the high incidences of anti-social behaviour of 
students living in Off Campus facilities 
* to minimize or eradicate overcrowding of student accommodation for the sake 
of profits. 
* to educate students on their responsibilities as good tenants in residential 
areas. 
* to keep an updated database of students living in Off Campus facilities and 
* to enforce discipline on Off Campus students who engage in anti-social 
behaviour. 
*   to provide Living and Learning systems such as governance; leader training; 
official  
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 disciplinary processes; security and emergency medical assistance 
 
Duration 
 
The duration of the MOA is from 01 February to 30 November. The agreement 
and the accreditation is for this period only and is renewed on an annual basis 
on mutual agreement.. 
Source: Adapted from Mpuru and Matiso (2012) 
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ANNEXURE C 
THE QUESTIONNAIRE COVERING LETTER 
 
19 July 2013 
 
Dear Respondent  
 
I am a post-graduate student studying towards my MBA (Masters in Business 
Administration) at the Nelson Mandela Metropolitan University Business School. My treatise 
is entitled “Student’s perceptions of service quality levels of student housing at a large 
metropolitan university”. 
 
My research project involves an evaluation of service quality levels of both on- campus and 
off- campus student housing at NMMU. We believe that this study would make a 
contribution to enhancing service quality levels at NMMU student housing. The empirical 
results of the study will be made available to the participants on request. 
 
You are part of our selected sample of respondents whose views we seek on the above-
mentioned matter. We would therefore appreciate it if you could answer a few questions in 
this regard, which should not take more than twenty minutes of your time. Please note that 
the information gathered will not be used against any organisation in any way and that all 
your responses will be strictly confidential. The questionnaires are completed anonymously 
and participants can withdraw from the study at any time. 
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Please return the completed questionnaire by the 15th August 2013. Thank you in advance 
for your highly appreciated contribution towards this study. 
 
Sincerely.  
 
Mr Sammy Elie 
Research supervisor: Dr John Burger (burger367@gmail.com) 
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ANNEXURE D  
 
LETTER: REQUEST FOR PERMISSION TO CONDUCT RESEARCH: STUDENT 
HOUSING LIVING & LEARNING PROGRAMMES, NELSON MANDELA METROPOLITAN 
UNIVERSITY 
 
            28 April 2013  
 
The Director  
Student Housing Living & Learning Programmes 
Nelson Mandela Metropolitan University 
PO Box 77000 
Port Elizabeth 
6031 
 
Dear Sir 
 
RESEARCH – MBA TREATISE: STUDENT’S PERCEPTIONS OF SERVICE QUALITY 
LEVELS OF STUDENT HOUSING AT A LARGE METROPOLITAN UNIVERSITY 
I am currently registered at the Nelson Mandela Metropolitan University (NMMU) for a 
Master’s Degree in Business Administration. My treatise is entitled “Student’s perceptions of 
service quality levels of student housing at a large metropolitan university”. 
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To enable me to effectively execute this study, I will need to involve student housing staff 
and all registered students within student housing. My research project involves an 
evaluation of service quality levels of both on-campus and off- campus student housing at 
NMMU. We believe that this study would make a contribution towards enhancing service 
quality levels at NMMU student housing. The empirical results of the study will be made 
available to the participants on request. Dr John Burger will be supervising the study and 
may be contacted at jburger367@gmail.com should you have any questions. 
 
Your favourable consideration of this request would be appreciated. 
 
Your sincerely. 
 
Sammy Elie 
MBA student 
Cell phone: 082 6688 487 
sammy.elie@nmmu.ac.za 
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ANNEXURE E 
SURVEY ON HOW STUDENTS PERCEIVE SERVICE QUALITY AT NMMU STUDENT HOUSING  
This questionnaire consists of two sections: 
In Section A indicate the extent to which you disagree/agree with the statements pertaining your own perceptions of 
service quality of student housing. 
In Section B please complete all the biographical information. 
SECTION A: SERVICE QUALITY 
Indicate the extent to which you disagree/agree with the following statements pertaining your own perceptions of service 
quality. There are no right or wrong answers. Mark the number that best reflects your views. For example: How do you rate 
“Provide services as promised”? Answer: “Strongly Agree”. 
SECTION A 
 
No. 
 
Statement 
St
ro
ng
ly 
di
sa
gr
ee
  
St
ro
ng
ly 
ag
re
e 
Co
de
 
 Reliability: The ability to perform the promised 
service dependably and accurately. 
     REL 
1 The student housing staff provide residence 
services as promised. 
1 2 3 4 5 REL1 
2 You can depend on the relevant student housing 
staff to handle problems. 
1 2 3 4 5 REL2 
3 Staff provides service at the promised time. 1 2 3 4 5 REL3 
4 The staff keep students informed about when the 
required service will be performed. 
1 2 3 4 5 REL4 
5 The staff are easily contactable by students during 
working hours.  
1 2 3 4 5 REL5 
6 The relevant emergency staff are easily 
contactable after hours. 
1 2 3 4 5 REL6 
7 The staff provide effective solutions to student’s 
problems. 
1 2 3 4 5 REL7 
 Responsiveness: The willingness to help 
students and provide prompt services. 
     RES 
8 The staff provide a prompt service to students. 1 2 3 4 5 RES1 
9 The staff are always willing to help students. 1 2 3 4 5 RES2 
10 The staff are always ready to respond to students’ 
requests. 
1 2 3 4 5 RES3 
11 The staff show a sincere interest in solving 
student problems. 
1 2 3 4 5 RES4 
12 The staff provide feedback within a reasonable 
time frame. 
1 2 3 4 5 RES5 
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 Assurance: The knowledge and courtesy of 
employees and their ability to convey trust and 
confidence. 
     ASS 
13 The staff instil confidence in students. 1 2 3 4 5 ASS1 
14 The staff make students feel comfortable during 
interactions with student housing staff. 
1 2 3 4 5 ASS2 
15 The staff are consistently courteous. 1 2 3 4 5 ASS3 
16 The staff have the knowledge to answer student 
questions. 
1 2 3 4 5 ASS4 
17 The staff treat the residents with respect. 1 2 3 4 5 ASS5 
 Empathy: The caring, individualised attention 
provided to the students. 
     EMP 
18 The staff give students individual attention. 1 2 3 4 5 EMP1 
19 The staff deal with students in a caring fashion. 1 2 3 4 5 EMP2 
20 The staff have the student’s best interests at 
heart. 
1 2 3 4 5 EMP3 
21 The staff understand the needs of the students. 1 2 3 4 5 EMP4 
22 The staff keep students informed in a language 
they understand. 
1 2 3 4 5 EMP5 
23 Staff are willing to go the extra mile to help in 
emergencies. 
1 2 3 4 5 EMP6 
 Tangibles/Infrastructure: The appearance of 
physical facilities, equipment, personnel, and 
communication materials 
     TAN 
24 Student housing has relevant modern equipment. 1 2 3 4 5 TAN1 
25 Student housing has visually appealing facilities. 1 2 3 4 5 TAN2 
26 The staff have a neat, professional appearance. 1 2 3 4 5 TAN3 
27 Adequate self – catering facilities are available for 
resident cooking. 
1 2 3 4 5 TAN4 
28 Adequate study facilities are available to 
residents. 
1 2 3 4 5 TAN5 
29 Safety and security measures to protect residents 
are adequate.  
1 2 3 4 5 TAN6 
30 Student housing offers rooms that are clean and 
hygienic. 
1 2 3 4 5 TAN7 
31 Bathroom and shower facilities are of an 
acceptable standard. 
1 2 3 4 5 TAN8 
32 Student housing offer rooms at a reasonable cost. 1 2 3 4 5 TAN9 
33 The laundry facilities are in  working condition. 1 2 3 4 5 TAN10 
34 The television rooms at student housing  are 
adequate.  
1 2 3 4 5 TAN11 
35 The DStv packages (amount of channels 
available) meet the resident’s needs. 
1 2 3 4 5 TAN12 
36 Recreational facilities offer a sufficient variety to 
meet the resident’s needs. 
1 2 3 4 5 TAN13 
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37 Wi-Fi facilities are adequate. 1 2 3 4 5 TAN14 
38 The electricity availability at student housing  is 
adequate. 
1 2 3 4 5 TAN15 
39 The water availability at student housing  is 
adequate. 
1 2 3 4 5 TAN16 
40 The bedrooms at student housing are well 
equipped. 
1 2 3 4 5 TAN17 
41 There are adequate fire, health and safety 
measures in place at student housing. 
1 2 3 4 5 TAN18 
Source: Adapted from (Radder & Han, 2009). 
 
SECTION B: BIOGRAPHICAL INFORMATION 
B1.   Please indicate your TITLE 
Place a cross in the appropriate section (X). 
Description Selection Code 
Mr  1 
Miss  2 
Ms  3 
Mrs  4 
Other  5 
If other, please specify: 
…………………………………………………………….. 
 6 
 
B2. GENDER 
Description Selection Code 
Male  1 
Female  2 
      
 B3. AGE GROUP:    
Description Selection Code 
17-20  1 
21-24  2 
25-28  3 
29-32  4 
33-36  5 
37-40  6 
41-44  7 
45-47  8 
48-51  9 
52-55  10 
56+  11 
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B4. Please indicate where you currently live (your study location address). 
Description Selection Code 
On- campus  1 
Off - campus  2 
 
B5. Please specify country of origin:  
Description Selection Code 
Republic of South Africa  1 
Other   2 
If other, please specify: 
………………………………………………………………………………………………. 
 3 
 
B6. Please indicate your RACE. (Optional)  
Description Selection Code 
Black  1 
Coloured  2 
Indian  3 
White  4 
Other  5 
If other, please specify: 
………………………………………………… 
 6 
 
B7. Please indicate whether you are Post or Undergraduate. 
Description Selection Code 
Post graduate  1 
Undergraduate  2 
 
B8. Please indicate whether you are a person with a disability. (Optional) 
Description Selection Code 
Disability  1 
No disability  2 
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ANNEXURE F 
LETTER OF APPROVAL FROM NMMU RESEARCH ETHICS COMMITTEE 
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ANNEXURE G 
LETTER OF APPROVAL FROM THE DIRECTOR OF STUDENT HOUSING AT NMMU 
 
 
